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The rising conditions of competition among the cement businesses is an increasing concern 
to the cement manufacturers in South Africa. The rivalry between businesses is growing and 
the importance of quality systems for institutional excellence has become increasingly 
significant. In a world that is continually morphing with a customer base that is demanding; 
hence for business to maintain a competitive edge, the adoption of a Quality Management 
System (QMS) is essential. The incorporation of QMS unifies the various facets of goods and 
their use; lead periods; surroundings and environmental protection; as well as mindfulness of 
the impact quality has on the business as a whole.  
 
A rising eagerness from companies to pursue standard adoption has been noticed, with that 
said there has also been various challenges in the implementation of the ISO 9001 QMS. A 
diminutive investigation, conducted from the reviewed literature, to understand the factors 
influencing the implementation of the ISO 9001 QMS in the cement industry. The aim of this 
research is to examine the influencing factors in the ISO 9001: 2015 QMS adoption and to 
determine the challenges encountered during the implementation of the QMS. 
 
In order to gain an in-depth understanding of the subject and to answer the research question, 
the study adopted a quantitative research method, making use of a questionnaire as a data 
collecting tool. The study targeted 102 managers in the cement industry in South Africa and a 
response rate of 37% was received. The literature reviewed the identified factors for the 
reasons why businesses buy into the ISO 9001 adoptions, which were identified as customer 
satisfaction, management of cultural change, to attain global quality credit, overall business 
performance, improve the working environment and continuous improvement.  
 
The identified challenges in the implementation of the ISO 9001 were:  top management, 
resource availability, training, attitude to change, teamwork and employee involvement. The 
research results suggest that the cement businesses buy into the adoption of ISO 9001 to 
improve company image to gain a competitive advantage, and the lack of coordination 
between departments was identified as an influencing factor within the challenges facing its 
implementation.  
 
There is a need for businesses to focus on enhancing the lack of coordination between 
departments and lack of training. Importance should be placed on analysing the factors for the 
enduring efficacy of the standard, as well as looking at each factor and its equivalent 
iv 
 
employment in a long term, which will give managers a valuable guide of aspects that should 
be given precedence.   
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CHAPTER 1: INTRODUCTION  
1.1 Introduction of the Study 
The cement business is pivotal in the country's construction industry. Cement is an extremely 
important component of building materials and its manufacture fulfils the basic necessity of 
shelter. It has no known substitute and subsequently will be a commodity that will be required 
for a considerable time to come.  
The quality utilisation of cement has been scrutinised. Quality is said to be a continuing 
monotonous operation to businesses which are production-centric, where some philosophies 
of the quality management may be used. The principles of quality are satisfied once the binary 
fields in terms of the needed ideals of collaboration, customer-orientation and continuous 
development can be manifested through the establishment of rudimentary management 
practices as well as approaches. 
Globally, there are more than a million companies that have attained the Quality Management 
System (QMS) certification worldwide, this is a clear confirmation of the relevance of the 
International Standard. Businesses execution of the standard which includes improvement of 
quality in their company’s internal processes, meeting consumer demand, employee relations 
communication and improvement among others. The stimulus for pursuing certification could 
influence the business outcome. 
In a global segment, quality according to Ismyrlis and Moschidis, (2015) has been recognised 
as one of the competitive strategies for humanising business enactment in a global market, 
with concentrated rivalry and demanding customers. The amalgamation of quality into 
strategic business planning is an outcome of natural growth in most businesses. As there are 
many definitions of quality, it is normally utilised to assess the degree of service or product 
excellence to be within the client's expectations at its worth. 
Customarily the focus of firms’ strategies has been marketing and finance. Quality was never 
viewed as a business approach in the business, yet it is a strategy on its own (Leong, et al., 
2014). Since the early 1980’s the role of quality has taken momentous steps where 
organisations have recognised that a plan pushed by quality leads to major market rewards. 
Hence, integration of quality principles has been incorporated into business’ planning.  
The lack of quality in many instances has been the reason behind numerous projects being 
unsuccessful. A company’s lack-lustre attitude with regards to quality has always been the 
reason for shortcomings. Organisational excellence frameworks start with a vision, objectives, 
plans, and mission which are fully understood throughout, agreed upon, and shared in the 




reinforcement of leadership’s commitment through clear communication of the company’s 
vision and corroborated by top management’s actual behaviour (Kaziliūnas, 2010). 
In a worldwide market, quality has been distinguished as one of the methodologies for 
adapting business institutions with a concentrated rivalry, as well as those with demanding 
clients. It is thus a very significant part of a current firm’s management. There are different 
kinds of quality requirements to be managed within and outside the business. This comprises 
information, items, and administration quality. Associations utilise the execution of frameworks 
as outstanding amongst other working tools, to control as well as enhance quality, thereby 
creating business attractiveness (Bhatia & Awasthi, 2014). 
 
The world is morphing, competition between businesses is growing and the importance of 
quality systems for institutional excellence has become increasingly significant, as it 
guarantees reliable products or services for the consumer (Nabavi, et al., 2014). Adoption of 
QMS, as well as a competitive advantage of the business, is a corporate approach that 
comprises a unification of goods, their use, surroundings protection, lead periods to craft 
mindfulness of the outcome (of what quality will have on the business as a whole) (Su et al., 
2015). A growing eagerness from companies to pursue standard accreditation has been seen 
(Zaramdini, 2007).  
 
Numerous investigations have been led to examine the viability of the standard in different 
settings. The outcomes of the investigation clearly showed that organisations often implement 
the standard as a catalyst for change (Bhatia & Awasthi, 2014). Others have looked at benefits 
and barriers of the quality management system execution but not much work has been done 
at the influencing factors, both positive and negative, to assist the business in better identifying 
and understanding of scope of the contributing factors. Quality is an essential objective that 
every organisation should embrace and it will contribute to unifying every element that will 
contribute to excellence (Anttila & Jussila, 2017).  
1.2 Problem Statement  
The cement industry in South Africa has a significant impact on the nation's economy and 
social advancement. It is also the backbone for economic activity. The question that then 
needs to be posed is: why is construction in South Africa not sufficiently progressive, 
especially as construction quality contributes to the macro environment. When delivering 
construction projects, contractors face many challenges. Some contributing factors that hinder 
the country’s growth were factors such as business assurance, lack of skills, insufficient 





It has been pointed out by Keng and Kamil, (2016) that the matter of quality is quickly gaining 
the public interest bearing in mind the importance of the cement industry in South Africa due 
to its precipitous growth. The communal concerns argued are a mediocre quality of materials 
used for construction, delays, environmental impact issues, leadership issues and above 
usual accident levels. 
The community’s loyalty and belief concerning the cement business significantly lessened 
because of these occurrences. To mitigate these hurdles, the standard implementation 
remains vital. For a company to benefit from the ISO 9001 implementation, they have to be 
dedicated to guaranteeing the quality of their products and processes. Dentch (2016) 
furthermore states that quality management implementation must not be regarded as a simple 
activity. 
Gotzamani (2010) in his survey, mentioned that the standard execution advantages will be of 
value to the business as it will be a catalyst for change resulting in improved management 
participation in quality-related activities. 
The ISO 9001 QMS assists in the businesses’ reduction of defected products, it enhances in-
house relationships, upsurge in the share price, it would also generate a likelihood for market 
growth, provide competitive advantage and increase client gratification. Psomas and Antony, 
(2015) postulates that in any system implementation there will be challenges, making it difficult 
to implement and maintain that system. The influencing elements can be good or bad, the 
organisation should be aware of these issues and that they can change, therefore should be 
monitored. 
 Thus, this investigation expects to examine the elements that influence the QMS standard 
execution in the cement business as well as identify the challenges encountered. 
1.3 Research Objectives 
The key intentions of this research are: 
 To examine the influencing factors in the execution of ISO 9001:2015 QMS 
 To determine the challenges encountered during the implementation of QMS. 
1.4 Research Questions  
Fundamental to this study within the circumstances that form the setting in the cement industry 




 What are the influencing factors in the implementation of ISO 9001:2015 in the 
cement business in SA?  
 What are the challenges in the implementation of ISO 9001:2015 in the cement 
business in SA?  
1.5 Scope and Limitation of the study  
This investigation is concerned in identifying the influencing factors in the operational 
implementation of ISO standards in the cement industry. This research will contain broad 
literature concerning the quality management system. The reason for identifying the standard 
implementation influencing factors is to enhance business performance and competitiveness. 
The study covers only the influencing factors in the cement manufacturing sector. The aimed 
population was 102 management level personnel in the cement segment, with the hope that 
they are not biased and will answer truthfully. To conduct this study, the assumption is held 
that all the respondents are interested in change, and they want an environment where their 
presence, voice, and needs are valued. 
1.6 Significance of the study  
This investigation outcome will assist the cement organisations to ascertain factors that will 
be of benefit to a standard implementation. This will enable the organisation in identifying the 
significance of the current management system, the need for the system, and the 
insufficiencies of the system. This will help other businesses to draw conclusions on how to 
operate and sustain the Quality Management Systems. This study will assist in enhancing the 
internal systems of the business and provide a better understanding of the components, both 
inside and outside, that impact the successful implementation of QMS.  The study also 
highlights the changes between the existing and the new standard. The results of this research 
will assist cement businesses in identifying the gaps and understanding the steps to take 
during the standard execution. The research findings will be of great value to all stakeholders 
and investors who are in the cement business sector in providing an insight as to whether 
these organisations respond (or not).to the market demands as well as the universal 
requirements in business operations  
 
1.7 Organisation of the study 
This investigation report is split into five sections, as illustrated in Figure 1. Chapters one and 
two are the introduction and literature review respectively. Chapter three presents the 




examination and the research outcomes. The conclusion from the study discoveries is detailed 
in Chapter five. 
 
 
Figure 1: Organisation of the study 
 
1.8 Chapter summary   
This chapter outlined the issue to be inspected, as well as the logical information on the 
components impacting the adoption of ISO 9001 QMS. In this chapter, the investigation goals 
are unmistakably characterised. The key points to be pursued when carrying out this study 




CHAPTER 2: LITERATURE REVIEW 
 
2.1 Introduction to Literature Review 
The objective of the literature study is to provide pertinent knowledge that has already been 
published. The section presents a review of existing literature relevant to the subject of the 
ISO 9000 family and will provide sufficient background on the Quality Management System. It 
also covers past studies on the ISO certification in a broader context through research of 
relevant collected work. Specific concentration is devoted to the ISO 9001:2015 standard. The 
execution is driven by certain elements. 
 
The growing trend in numerous organisations looking to certification could be due to either 
internal or external pressures or both. This chapter presents a literature review from previous 
research addressing the factors that influence the QMS implementation. Some demanding 
concerns appertaining to ISO 9001 execution will be discussed. Moreover, the chapter 
discusses the overview of the cement industry, both global and local. 
 
2.2 Overview of the cement business 
The cement industry plays a vital part in South Africa’s economy and social growth. The 
cement industry is also the backbone for economic activity (Hüschelrath al., 2016:509-535). It 
is then asked why construction in South Africa is not sufficiently progressive, considering that 
construction quality contributes to the macro environment. When delivering construction 
projects, contractors face many problems. According to Pheng and Meng (2018), several 
contributing factors that hinder the country's growth were factors such as business assurance, 
lack of skills, insufficient preparation, government decisions and variable quality in 
construction. 
 
There have been many straining issues in the cement industry which led to predictably lower 
prices as well as a historically low cement industry profitability (Hokoma, et al., 2008). In this 
length of time the South African cement bazaar has been subjected to what may be termed 
as a tempest, having the following features: 
 
o A slow growth call under feeble economic conditions 
 
o A rise in volume 
 





o Added concentration aimed at bazaar portion in the middle of 
manufacturers of cement and shops 
 
o Shops trading influence has risen because of the excess of cement 
volumes 
 
o Organisational variation heading to selling network in this day and age 
knock together just about 70% trades. 
 
According to Willar et al. (2015), over and above a million companies partake in the QMS 
execution globally. This is in pursuit of attaining outstanding enactment as well as good 
corporate outcomes, to assist the business to function successfully and competently, so as to 
fulfil the client satisfaction. 
 
Companies normally do what is necessary for them to get and to maintain their ISO 9001 
accreditation. Business confidence index almost struck bottom reaching a point of 94.3 points 
in the fourth month of 2012 according to a report from the Chamber of Mines and Industry 
(SACCI) (Sotunde, 2012). Cement construction industries try their level best to retain their 
certification which guarantees to improve product quality or better business performances. 
Many challenges have affected the cement industry. 
 
The ISO 9000 family leans towards diverse quality segments, comprising a portion of globally 
recognised requirements. It offers focus as well as tools intended for companies that are in 
the direction of certification, ensuring that the company product is of value and is consistently 
enhanced. The standard gives prerequisites to the management structure. According to Su, 
et al. (2015) this specific standard protects the clients to get stable, great quality products and 
services. In the manufacturing companies, businesses are realising ISO 9000 standard 
because of client demands, improved effectiveness and profitability, higher grade products, 
and promoting points of interest (Tamayo-Torres, et al., 2015). 
 
The ISO 9001 accreditation has increased at approximately a three percent growth from 2014 
to 2015, (ISO 2014). It has been stated in the literature that the persuasive variables for the 
ISO 9001 practice are product quality enhancement, client weight/prerequisites, the 






ISO 9001 QMS enactment is not a simple undertaking because certain obstructions hinder 
the groundwork practices. Apart from this, other elements encourage businesses to effectively 
execute quality strategies. For this investigation, the fundamental target is to methodically 
impart the historical writing of components of factors influencing QMS’ fruitful execution. 
 
2.2.1 Global outline of the cement business 
Cement is an organic binder that performs as an adhesive for concrete to make bridges, roads, 
dams, and current infrastructure not just conceivable but inexpensive. It is beyond doubt that 
the current life (our developed urban areas) without this binder is unimaginable to conceive. 
Rodrigues & Joekes (2011), stated that the cement manufacturing and the construction 
industry where it is eventually applied and used up are important and dynamic sectors of the 
world economy in every country. 
 
After the iron and steel industry, the second most imperative, indispensable and fundamental 
industry for the economic advancement of any country's progress is the cement business 
(Chen, et al., 2010). It is essential and makes a critical contribution to the improvement to the 
other segments of the economy. Cement is required by each industry in the country. 
Employment contributes a noteworthy part to Gross Domestic Product (GDP). Be that as it 
may, the execution of the business and costs are observed consistently. 
 
The top three producers of cement in the world are China, India and the USA. They have 
produced 1,800, 220, and 63.5 million tonnes respectively. China was the largest cement 
producer by installed capacity and production in 2012, and for the consequent years to date. 
In 2012 year-end the world-wide business was made up of 5673 manufacturing facilities, 
(comprising together the incorporated plus crushing), 3900 remained situated in China, and 
1773 situated in the rest of the world (Willar, et al., 2015). Figure 2 below shows an overview 
of the global cement production segments. 
 
The cement business continues to have a high call for infrastructures such as schools, roads, 
sewers, hospitals, dams, and countless other structures continue rising, so will cement  as it 
is the most important element of concrete utilised in building (Rodrigues & Joekes, 2011). The 
cement factories are therefore playing a major role in making sure that the service and the 
products produced meet the client’s requirements and expectations. 
 
Continuous development in the infrastructure and lodging divisions has given impetus for the 




the worldwide cement market. Cement makers are gaining positive growth in areas, for 
example, Europe, Latin America and North America (Goldstein research, 2019). 
 
Regardless of the immense degree for the growth of the cement industry, Asia Pacific and 
Middle East Africa cement businesses are facing great difficulties that are debilitating the 
market development in these locales. Ominous export rules, approaches and declining 
infrastructure costs in the locales are contrarily affecting the worldwide cement market 
(Neyestani & Juanzon, 2017). The diagram below (figure 2) shows the global overview of 





Figure 2: Global overview of cement production (Cembureau, 2016, pg. 8) 
 
2.2.2 Southern Africa Outline 
In South Africa, the cement industry is a substantial slice of the country's economy. The 

























value chain diagram. Figure 3 shows that the main end-user in the cement industry is the 
construction application. 
 
As shown in Figure 3, the produced product starts from the raw materials which are upstream, 
cement is then produced and can be regarded as bulk and bagged. The bulk cement demand 
is normally produced for big construction businesses as well as for government projects. For 
the emerging markets, the bagged cement is dominant in addition to that which is created by 
small contractors as well as do-it-yourself (DIY) clients. The bagged cement is innovative and 
the bulk cement is functional. The bagged cement is duty-bound to have a supply chain that 
is quick to respond while the functional ones must have a resourceful supply chain. 
 
 
Figure 3: Traditional cement supply chain (Noche and  Elhasia, 2013, p. 361) 
 
Generally, the standard adoption is common within the South African cement business even 
though the sole utilisation does not represent a competitive benefit. Many practical ventures 
go wrong as the main focus is merely on attaining the specified needs for the originally detailed 
product, overlooking and ignoring additional prospects and necessities (Elhasia, et al., 2013). 
 
The "Southern African Cement Industry Production and Investment Forecasts", distributed in 
September by Ice and Sullivan's study, predicted US$940-million would be set into the cement 
enterprises of three countries – South Africa, Zambia, and Zimbabwe – someplace in the 
scope of 2013 and 2018 (CIBD, 2008). 
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The cement business is the strength of the country’s operational organisations. Cement firms 
operate principally in the construction business. The housing bazaar in addition to enormous 
groundwork ventures remain significant segments. 
 
The government of South Africa wants to expend about R4-trillion on a gigantic nation-driven 
foundation, focusing on the road, rail, water and energy framework, which will take an 
inordinate length of time, (www.brandsouthafrica.com, SA info reporter, 2014). The main 
concern and worry for the local cement producers is the influx of imports. 
 
In the past there used to be a cement industry cartel in South Africa. The four essential 
producers of cement were NPC, AfriSam, PPC, and Lafarge, as illustrated below (figure 4). 
The diagram shows an overview of Southern Africa’s cement industry, where the red dot 
represents a company called Pretoria Portland Cement (PPC), grey is Afrisam, green is 
Lafarge, blue is Natal Portland Cement (NPC), ambient is Sino Cement and black is Ohorongo 
Cement and the new entrance to the South African (SA) cement businesses are in blue, which 
is Sepaku and light yellow is the continental cement. 
 
Competition is tight in the cement industry as there are two new-borns to the market and 
saturating the marketplace further. China’s Jidong Development Group which sells cement 
and concrete both in China and worldwide now has opened a factory in the Cape called OSHO. 
Sephaku. Cement, controlled by a Nigerian Dangote Cement are both changing the hereditary 
code of cement in South Africa. Dangote Cement on the business primary time of set-up 
attained a market share of 40-45%.  
 
Globally Sepaku is the tenth largest cement manufacturer, moving up from number 27 in 2013; 
it is Africa’s biggest manufacturers of cement across 12 factories and functioning in ten 






Figure 4: Overview of the Southern Africa cement producers (PPC, 2013) 
 
The demand for cement remains intently connected to the equivalence of the country’s 
economic growth as well as fiscal series. When looking at Africa against the world, we are still 
lower than the world-wide mean on cement demand per capita of about 550kg (Supino, et al., 
2016).  This postulate a point of reference for the identification of the factors influencing the 
execution of the ISO 9001 QMS. As illustrated in Figure 5; this figure shows the cement 
consumption of 2012 (blue) versus 2018 in orange, where Africa shows growth in the 
consumption per capita. 
 
 






2.3 Quality  
The description of the term quality is the first item that requires to be explained, bearing in 
mind that different meanings are apportioned towards it. According to Devillers and Jeansoulir 
(2006) quality was first used by Cicero in his book Academica in the first century BCE. In this 
day and age quality is a common word that is utilised in ordinary speech but with different 
connotations. According to the dictionary it is described as a “key or unique, distinctive, 
feature, or property; attribute concerning the grade of excellence or fitness”. (Dictionary.com), 
 
Quality has constantly remained a problematic notion to describe, to the same extent various 
researchers have not been able to provide an all-inclusive meaning. In manufacturing and 
engineering businesses, quality is explained as fit for purpose while meeting the client’s 
requirements and expectations. Nanda (2016), defined quality as “non-cognitive, provisional 
as well as to some extent subjective aspects and perhaps comprehended differently by various 
individuals”. Quality described by Hoyle (2017), as “an extent to which a set of inherent 
features fulfils a set of needs”. 
 
Even though there has been an absence of consensus on the description of quality, between 
the quality gurus of the 20th era, like Deming, Juran, as well as Crosby, still there is numerous 
likenesses in their opinions of quality as well as on how to attain quality enhancements 
(Nanda, 2016). 
 
An unblemished comprehension of what quality comprises of, is essential; to be familiar with 
what the quality management, as well as enhancement actions that should be taken. Yet 
again, it is vital to note that the magnitude and maturity of quality undertakings for various 
firms differ based on factors. 
 
An evolution in science as well as technology is likely to explode, as hazards to human health 
and safety, and the environment; an increase of government rules on quality will see an 
“increase of the consumerism crusade and amplified global rivalry in quality are the 
background factors that brought a transformation within the arena of the framework of quality 
from the middle of the 20th era” (Juran & Godfrey, 1999:1005). It is for each business to 
ascertain the magnitude and intricacy of required quality practise grounded upon these factors.  
 
In 1984 Garvin defined the five rudimentary approaches for quality description which have 




 Transcendent approach - Quality exists as something that remains intuitively 
comprehended, nevertheless, practically not easy to converse. 
 Product-based approach - Quality is brought into being in the constituents as well as 
the traits of the product. 
 Manufacturing based approach - A product has good quality when it complies with the 
specification of the design. 
 Value-based approach – A product is said to have good quality when it is perceived as 
giving good value for the price. 
 User-based approach – When the client is content, the manufactured goods have 
quality   
In order to define quality these methods have been embraced, improved, as well as expanded 
throughout the literature. 
 
2.4 Juran on Quality 
Juran’s primary beliefs concentrated on quality planning, business matters (breakthrough), 
significance appertaining to constructing valuable alteration (as well as averting unfavourable 
alterations/control), and the administration duty of establishing an appropriate framework for 
superiority accomplishment (Juran, 1984) 
 
Quality was described by Juran as fitness for use that appeal to quality of design, within 
specifications, obtainability as well as sufficient after-sales service. Juran strongly believed in 
the yearly setting of business goals to intensify enactment and reduce expenses. It headed 
for evolving the custom of doing all the business can do to achieve these annual objectives 
the business requires to have a quality structure and planning which is the duty of the top 
administration. 
2.4.1 Quality planning  
According to Juran, quality does not materialise using chance, quality needs to exist through 
planning. It characterises how the business will meet the association’s quality objective. It is 
said to be an event appertaining to evolving produced items, including practices needed to 
fulfil the consumer expectations (Gryna & Juran, 2001). A series of intricate universal steps 
are condensed to: 
 Determine quality objectives 
 Identify customers  
 Establish consumer requirements  




 Establish methods to produce that product aspect 
 Develop procedure monitors 
 
As a major change, the new standard greatly reinforces the factors to be considered when 
planning the process that makes up the QMS. The success of the standard execution will bring 
about a new standard which in turn brings about a new view of the approach. The figure (6) 
below shows how planning for change will be different from that of the old version of the 




Figure 6: Quality framework as well as its processes (ISO 9001:2015) 
 
2.4.2 Quality assurance  
Quality assurance according to ISO 9000 is defined as “all the arranged exercises executed 
in the quality framework, and showed as required, to give sufficient certainty that a substance 
will satisfy prerequisites for quality” (Abdullah et al. 2008). 
 
 Quality assurance (QA assist businesses in giving early production warning that may avoid 
big losses. The programme includes: ensuring the standard of value, masterminding periodical 
preparation for its labourer, a comprehensive attainment outline headed for the finest service 
and quality products, a decent security programme, a proactive (versus responsive) approach, 
motivating forces working together aimed at the resourceful effort, as well as an improvement 

























2.4.3 Quality control  
Abdullah, et al. (2008) and Juran (1984), stated that quality control is an activity of identifying 
opposing alteration the moment it occurs, so that the existing condition is preserved. The 
quality control practice is made up of the succeeding points: measures the quality of the 
finished product, an inspection of the nonconformity from the standard, involves measurement 
orientation, taking action to correct or minimise the variation, and ascertains that the product 
meets the requirement (Mehta, 2015) 
 
2.4.4 Quality improvement  
It is a methodical, recognised approach to the analysis of practice enactment as well as efforts 
towards performance enhancing. This process is also called the breakthrough process, 
alluding to a process design or re-engineering. This practice is made up of the following points: 
ensures that the QMS is continuously improved and does not remain stagnant, it upholds 
competitiveness and ensures that a client’s ever-changing needs are met, efficiency - saving 
time money and effort to enhance the effectiveness of processes 
 
These ideas are quality arrangement, objective, affirmation, control, review, and programme 
design. Numerous individuals such as Deming, Juran, Crosby, Ishikawa as well as 
Feigenbaum, added to the huge assortment of information. Independently they had their own 
particular theory and elucidations. Juran focused on the hugeness of a composed style by 
suggesting methods for the administrative, factual and cutting edge idea of significant worth 
(Mitra, 2008). Juran influenced suggestions for a functional structure of three to include 
techniques, quality planning, enhancement as well as control (De Feo, 2014). 
 
An exhaustive assessment of 14 thoughts planned for the administration of the business is 
abridged by Deming. These ideas rest dependably on frameworks of "significant learning", 
which means the frameworks technique for a better perception of arithmetical contrast, the 
nature, scope of data and the outlook of fathoming humankind practices (De Feo, 2014). 
Feigenbaum stressed the idea of aggregate quality control, through all controls. Feigenbaum 
proposes making a quality framework to give a down to the earth proficient method that 
guarantees customer satisfaction and a production quality cost (Psomas, et al., 2011) 
 
Philip Crosby characterises quality as "conformance prerequisites" and warms that point of 
emphasising that zero imperfections are just the execution standard (Nanda, 2016). His 
endeavours showed that workforces from all levels might be enlivened to take after 




is given for individuals to take after and learn on the best way to progress. Last but not least, 
Ishikawa highlights ways that numerous tools of analysis fit in, as well as problem-solving 
(Sumaedi & Yarmen, 2015). Project Management has typically been viewed to the same 
degree as an administrative technique of a characterised technical environment by a diversity 
of comprehensive approaches (Ingason, 2015) 
 
2.5 ISO 9001 Quality Management System 
With a concentrated rivalry as well as difficult clients, quality in an international market has 
remained recognised as a competitive tactic for cultivating the company’s performance. 
The Quality Management Systems has to do with the advancement of the firm’s performance 
in addition to the multitude attempts concerning quality.  
 
The QMS takes the shape of the recognised standard to the same extent as ISO or theories, 
as well as a concept such as TQM. The ISO 9000 series is one of these standards, it is globally 
known, as well as made with intent and purpose to show the competence of a business to 
take charge of the procedures that decides the satisfactoriness while conforming to approved 
standards of the product or services being produced, to improve the company’s recognised 
accomplishment as well as to be the foundation of competitive benefit. 
 
In a business perspective, quality management practises involve detailed processes, edifices, 
resources, approaches and tools for planning, attaining, monitoring as well as enhancing 
quality. QMS covers the entire organisation and includes all the processes on which customer 
satisfaction depends. 
 
The ISO 9001 standard is a global standard of QMS that was issued by ISO (ISO, 2008), 
which has helped more than a million organisations globally by providing necessities for 
creating and exhibiting a functioning recognised QMS (Singhal & Singhal, 2012). In more than 
200 countries, thus far, above one million businesses who have been issued ISO 9001 
certificates around the world (ISO survey 2017). Application of the standard requirements 
assists companies to produce products consistently that conforms to the established needs 
and to continuously improve their processes (Dragomir, et al., 2017) 
 
It has been stated by Fonseca (2015) that ISO 9001 has been reviewed a few times. It was 
made available in 1987, grounded on the quality assurance notion comprising of the three 
categories (ISO 9000):  




 As a standard for business without the creation of new products  
 As a standard for final inspection and testing 
 
Six years later ISO once more revised the standard to tackle the varying requirements of the 
company’s customers. A second version of the norm that enhanced on the model of preventive 
action was published called ISO 9001:1994.  
The ISO 9001:2000 was put into words, grounded on a model of quality management to help 
the enhancement of the businesses processes. ISO 9001:2008 which is the fourth form 
undertook slight vicissitudes which were just to advance and improve the previous versions of 
the standard. The ISO 9001 is now altering itself into a new version with major changes from 
the earlier version of the 2008 standard. The most current variant is known as ISO 9001: 2015 
and was published in 2015, as illustrated below: 
 
 
Figure 7: ISO 9001 Timelines 
 
ISO 9001 is a worldwide standard that has helped above a million organisations globally by 
providing the necessities for creating and exhibiting a functioning recognised QMS (Singhal 
and Singhal, 2012). In more than 200 countries thus far, more than one million businesses 
who have been issued ISO 9001 certificates around the world (ISO survey, 2017) 
 
Keng and Kamil (2016) stated that the standard emphasises continuous enhancement and 
organisations use the standard to show the skill to reliably deliver services and goods which 
conforms to the client, to regulatory needs and continuous improvement. Companies must 
meet the requirements set forth by the ISO 9001 standard for them to be accredited. 
 
Executing a management system offers the company a chance of concentrating in advancing 
areas that are of concern to all the stakeholders. The standard plays a huge role in our lives 
each day. Quality will be impaired without the standard, safety will be put at risk, and a target 
on productivity will not be achieved (ISO 2015). According to (O'Connor and Kleyner, 2012), 
























9001 provided the company with a prospect of concentrating on tweaking weak spots that are 
of concern to the business performance.  
 
The ISO 9001 remains a “falling in-line requirement” that indicates prerequisites intended for 
operational quality framework; it is also the record utilised to lead reviews then issue the 9001 
authentications (Fonseca and Domingues, 2017). The standard primary core value is the part 
of ceaseless improvement, imply attaining progress continually, Psomas et al., (2013) and 
Hoyle, (2017) theorise that the incessant improvement should turn into an enduring goal of 
any organisation whose intention is involved in all dimensions that guarantee development.  
 
Ismyrlis and Moschidis (2015) stated that ’Quality Management’ alludes to the things that an 
association look after to satisfy prerequisites as well as exceeding consumer expectations 
including loyalty, whilst ceaselessly enhancing processes, as well as administration supply 
viability with efficiency. Since the ISO 9001 standard is not one or the other industry-nor item 
explicit, it might be utilised by either Engineering, Production, Construction or Administration 
businesses. 
 
Almost all businesses nowadays see quality in the same way as a procedure as opposed to 
an outcome or amenity. To be increasingly explicit, it is a persistently enhancing procedure 
where the learnings are utilised to upgrade future outcomes and administrations for the 
business to be able to maintain existing clients, gain back the clients the business lost, while 
embracing the recent clients. In this way, organisations at the present moment are creating as 
well as joining the enhancement procedures into the organisations' administration framework 
(Aichouni et al. 2014). 
 
Quality is not something that happens incidentally, it should be structured into all components 
and constituents of the business, so that it becomes efficiently well-ordered (Nabavi, et al., 
2014). Psomas et al, 2013 have mentioned that a quality framework goal proof corroboration 
is given across the framework records which institutionalises procedures and systems, by 
observing the manner a company’s workforce apply and manage the approaches. 
Documented consumer evaluation will also be utilised for this purpose. The standard in this 
way perceives the interrelations of the main portions of the paper, procedure and individuals 
in contributing towards quality.  
 
The client gratification originates from the suppliers realising what the customers’ expectations 




amenity consumers and distinguishing their needs and expectations is vital to provide 
compelling and efficient quality administrations. The notion of variant remains at the heart of 
quality administration. 
The standard realisation and difficulty to enhance the company’s implementation might be 
ascribable to their success or incapable usage and not to innate insufficiencies of the standard 
(Fonseca, 2015). Hence, various authors (Heras, 2011; Bell and Omachonu, 2011) propose 
further research to be run in the field of administrative framework evaluating the estimation of 
standard influencing factors and its relationship to the organisation’s functioning. 
 
2.6 Reasons for ISO 9001 implementation 
According to Psomal et al. (2013), the standard is made up of QMS best practices which are 
likely to offer noteworthy outcome if the standard is applied unswervingly. It is stated on the 
standard efficiency that the standard intends to make sure businesses manufacture products 
as per the clients’ or consumers’ needs, attain clients’ gratification as a well incessant 
enhancement. The main aim of this norm is that it encompasses all the essentials that have 
been made by the firm in its quality system (Nabavi, et al., 2014). 
 
Facts pertaining to this standard is:  
- The ISO 9000 family is the lone standard where certification is needed. 
- The real quality of a given product or service is not described.  
- ISO 9001 assists the businesses to attain reliable outcomes as well as ceaselessly 
advance the process.  
- It is an example of the Quality Management System, which merely could be termed as 
a set of diverse rules, procedures along with processes obligatory for preparation as 
well as production in the given firm.  
 






























Figure 8: Notion of Quality (Hoyle, 2017) 
  
The standard is more client-driven, unbiased to the manufacturing segment and therefore 
more non-specific. This standard has moreover attempted to recuperate positioning with the 
ISO 14000 standard (Tarí1, et al., 2012) 
 
The ISO series is voluntary but appropriate to all businesses (ISO Survey, 2015). On the 
effectiveness of the quality administration framework, according to the ISO 9001 QMS it 
intends to make sure that the firm manufactures products as per the clients’ or consumers’ 
needs, attain clients’ gratification as a well continuous enhancement (Psomal and Antony, 
2015) 
 
Bhatia and  Awasthi, (2014) proffered a few tips that will form the base of the standard to 
get going into implementing the QMS; to describe an organisation's goals, get senior 
management’s buy-in as well as to classify the company’s key processes for fulfilling the 
purpose and the needs of the client. 
 
Globally, there are more than a million companies that have attained the Quality Management 
System certification worldwide, which is a clear confirmation of the relevance of the 
international norm.  Adoption of the ISO 9001 by businesses includes improvement of quality 
in their company, internal processes, meeting consumer demand, employee relations 
communication and improvement etc. (Keng & Kamil, 2016). The stimulus for pursuing 





Verify that the staff obtain appropriate training in 
the quality system needs 
Draw around work processes, anywhere 
pertinent, to the quality system 
Take account of procedures that will assist 




The prudently organised QMS of the business can achieve its ultimate goals for quality 
assurance and quality control (Nabiv et al., 2014). The adoption of the standard in the 
company has to be a tactical choice. Keng and Kamil (2016) stated that the standard 
emphasises continuous enhancement and organisations use the standard to show the skill to 
reliably deliver services as well as products which conforms to the client and the regulatory 
demands. For the business to be accredited to the standard, it must abide by the outlined 
standard requirements.  
 
Executing a management system offers the company a chance of concentrating in advancing 
areas that are of concern to all the stakeholders. There is a big role played by a standard in 
our lives each day. Quality will be impaired without the standard, safety will be put into risk 
and a target on productivity will not be achieved (Sıtkı İlkay and Aslan 2012).  
 
For businesses, they must have a QMS in place. Since many companies have international 
dealings and organisations have global relations, these norms must be the same everywhere 
so that industries are weighing up the same way. This standard offers a wealth of gains to a 
business; it is also for any size or any sector of the organisation including the manufacturing 
sector (Psomas 2013). 
 
According to O'Connor and Kleyner, (2012), companies need a framework to communicate 
and run the business. ISO 9001 execution provided the business with a prospect of 
concentrating on tweaking spots that are of concern to the business performance. In support 
of the literature Abdullah (2012) stated that where businesses manufactured goods, quality 
remains an additional crux influence of the consumer’s fulfilment and subsequent 
allegiance. 
 
According to Holye (2009), the 2000 version of the standard integrated the Total Quality 
Management (TQM) principles in the standard and concentrated further on the process as 
well as the enactment rather than the certification. Furthermore, the standard also adopted 
the Plan-Do-Check-Act (PDCA) methodology as shown in  
Figure 9. The methodology can be employed entirely to all processes (ISO 9001:2015) and 
defined as follows: 
 
 Plan – institution of the purpose as well as to the necessary processes to deliver results 
subsequent to the consumer needs together with the business’s strategies. 




 Check - screen and ration practises including manufactured goods in contradiction of 
plans, aims in addition to the product conformity and the outcome reporting  
 Act - proceeds with activities to constantly advance process enactment. 
 
Demining made the Plan-Do-Check-Act cycle popular as it was a model of continuous 
improvement of quality, which was initiated by Walter Shewhart, who also known as the father 
of statistical control (Anttila & Jussila, 2017). The use of a process approach to attain 
unremitting enhancement as shown in Figure 9 which was suggested by the ISO 9000. For 
the better fulfilment of the approach, ISO 9001 strongly recommended the use of the Deming 
Cycle (PDCA) as an effective tool for business management and for the upkeep in addition to 




Figure 9: ISO 9001 Quality Management Framework (Aichouni, et al., 2014) 
 
Table 1 displays a summary of the reasons why business is buying into ISO 9001 QMS 








Table 1: Summary of the reason why businesses are buying into ISO 9001 adoption 
 
Reason for ISO 9001 adoption Explanation Supporting literature 
To meet consumer needs 
 Both supplier and customer 
prefer to deal with entities, who 
are affiliated with international 
standards to protect 
themselves from poor quality   
 Bhatia and  Awasthi 
(2014) 
Competitive advantage 
 Quality product differentiate 
the win and the loose in the 
market  
(Su, et al., 2015) 
Meet regulatory requirements 
 The business won’t be able to 
sell their merchandises 
without conforming to the 
regulatory conditions  
Sousa-Poza, Mert 
Altinkilinc & Cory Searcy 
(2009) 
Retain existing clients  
 The business should make an 
effort to understand the needs 
and expectation of your clients 
to keep them satisfied and 
happy at all times. 
Psomas (2013), Bell 
and Omachomu (2011) 
Attract new clients  
 Regular client feedback 
assists the business in 
improving customer relations 
and build trust between the 
business and the client  
Bell and Omachomu 
(2011) 
Attain global quality credit 
 The business capabilities of 
survival as well as surpass 
energetic conditions grounded 
on a tactic to structural making 
of decisions   
Amrina and Vilsi (2015) 
Improve business processes 
 Business identifies and 
defines responsibilities, 
policies, as well as   goals to 




 The system allows the 
company to recognise, 
control, measure as well as 
making better some essential 
organisational systems which 
will eventually leash towards 
advanced business enactment 
Ilkay and Aslan (2012) 
Improve the company image  
 Assist businesses to outline a 
clear objective, tools and 






Reason for ISO 9001 adoption Explanation Supporting literature 
Enrich product quality 
 Resources management has 
a direct influence on product 
quality 
 
Al-Refaie, et al., (2011) 
Antony and Kaye (2012) 
Increase the level of trust between 
management and employee 
 Employee engagements, 
where management is open 
and honest on the change that 
will impact on the workforce. 
Tamayo-Torres et. al., 
(2014), Mone and 
London (2018). 
Enhance business operations 
reliability 
 Streamline operational 
processes connected to 
business success Keng and Kamil (2016) 
Enhanced supplier relations 
 The business-supplier 
relationship is inter-
dependent, increasing 
knowledge sharing and value-
added service delivery. 
 





2.7 Quality Management Principles 
ISO 9000 dynasty put forward the practice of the process approach to assist businesses to 
achieve continual enhancement and the seven Quality Management Principles. The ISO 9001 
remains centred on QMS ideologies, namely: client-centric, leadership, the involvement of 
people, process approach, continual enhancement, factual approach to decision making and 
mutually beneficial supplier relationships (ISO 2015). The difference between the ISO 
9001:2015 and ISO 9001:2008 is that the old standard contained eight clauses and the new 
standard contains 10 clauses and that the new standard is risk-based. Table 2 below shows 
the comparison between the ISO 9001:2008 and ISO 9001:2015 clauses. 
 
Table 2: ISO 9001:2015 clauses  








4 Quality management system  Context of the Organisation  
5 Management responsibility  Leadership 
6 Resource management  Planning  
7 Product realisation  Support  
8 Measurement, analysis and improvement   Operations 
9  Performance Evaluations 
10 Improvement  
 
When an organisation adheres to quality management principles, it is certainly adding value 
to clients. Implementing ISO 9001:2015 standard will be much easier by having these pillars 





2.7.1 Customer focus  
Fulfilment of the client’s requirements is the main focal point of the standard and will add to 
the company’s long-standing achievement. For any business sustainability it is vital to retain 
existing clients and enhance on the relationship, therefore familiarising with the future desires 
is key. 
 
2.7.2 Leadership  
With an integrated purpose or quest which emanates from a full-bodied management it is vital 
to make sure that all employees in the business know the organisation’s vision. 
 
2.7.3 Engagement of people  
Producing along with added importance for the consumers will be simpler if the company has 
skilled, authorised as well as involved individuals from the whole company. 
 
2.7.4 Process approach 
This requires overseeing assets as if they are formed and supporting procedures that yield 
compelling and proficient outcomes. A looked-for economic outcome is further attained when 
activities, as well as associated resources are accomplished as a process. 
 
2.7.5 Improvement 
Prosperous establishments have a continuing emphasis on enhancement. Reacting to 
vicissitudes in the inner and outer situation is essential if the company desires to continue to 
deliver quality for the consumers. In today’s times as conditions evolve so rapidly, this is of 
supreme importance. 
 
2.7.6 Evidence-based decision making 
Naturally, it is never easy making decisions, it includes an element of doubt, 
nonetheless, safeguarding verdicts are founded on the investigation, as well as an 
assessment of information, is more probable to yield wanted outcomes. 
 
2.7.7 Relationship management 
These days a company does not function in a vacuum. Recognising value-added relationships 






2.8  The challenges in implementing the ISO 9000 standard 
According to Fonseca and Domingues (2017), QMS systems are vital for any business to 
sustain growth, develop technologies and to manage innovations; nevertheless, the cost of 
quality make it challenging for the start-up business to be competitive.  Foutopolos et al. (2010) 
pointed out that the difficulties of meeting the norm requirement affect businesses negatively. 
 
In the management arena in the past few years, the standard execution and certification had 
lived through a huge achievement. QMS is the most recognised standard globally as stated 
by ISO 9001.  Kafel and Simon (2014) tie in the same thought with other researchers who 
conducted some studies and did an analysis on the go-slow of the execution, as well as 
certification of the ISO 9001 in some countries. According to the ISO survey (2018) up until 
December 2017, South Africa is still the leading country with a steady growth of certification 
in Africa, even though there was a slight drop in 2017 of about 10.6%. The reason for the drop 
is not yet known. 
 
Even if a QMS implementation is seen as a simple task initially, particularly having growing 
figures of accredited companies, there are so many challenges to overcome when decisions 
are taken. When the executed alteration is not achieved, then the best way likely is when there 
are numerous opposing forces, for instance resistance, the trait of genuine unwavering of 
purpose and agility are at play. A great amount of research into QMS in addition to TQM 
execution barriers has been undertaken, where the majority of the observed work was done 
by different researchers in developed countries. 
 
There were many suggestions done by researchers in identifying the challenges experienced 
in the adoption of the ISO standard. Albadran (2014) has enumerated several factors affecting 
the ISO 9001 implementation such as a reluctance to change the system and the difficulty of 
in-house reviews, financial resources, client satisfaction, and workforce refusal to accept the 
system 
 
Furthermore, Ilango & Shankar (2017), added as well on the numerous aspects established 
like; above and beyond attributes, businesses experience several hurdles and challenges in 
executing QMS; furthermore, these problems are the consequence of its sole features. 
Grounded in the précis of case analysis, it reviews the challenges faced in the ISO 9001 QMS 
implementation which are as follows:  




 There is little awareness of quality  
 Quality management practices  
 Inadequate management commitment  
 Inadequate knowledge related to quality 
 Inadequate maturity levels of quality  
 Lack of resources (financial as well as technical) 
 Lack of external assistance 
 
Table 3 shows the challenges identified from the literature as issues affecting the ISO 9001 
adoption. The common challenges in the execution of ISO 9001 are top management support, 
poor planning, and communications. According to Fonseca et al., (2017) in spite of all the 
challenges brought into being from  the collected works quality administration’s advantages 
are not clandestine anymore, a methodical review of articles in print since the early ’90s 
displays that the system implementation and accreditation has fairly positive benefits for the 
certified organisations. 
 
Table 3: Challenges in the implementation ISO 9001  




 Poor leadership support is cited 
in the literature as one of the 
dominating factors leading to 
poor ISO 9001 implementation  
Abdullah et al.,(2013), Albadran, 
(2014), Al-Najjar and Jawad (2011), 
Ingason (2014/2015), Jayasundara & 
Rajini (2014), Souza-Poza et al., 
(2009), Talib et al., (2011), Talib and 
Rahman (2015) & Willar et al. (2015)  
Lack of planning 
quality 
 According to Juran quality 
practice involve planning, control 
and management and planning 
is identified from the literature as 
one of the causes which makes 
the companies fail to implement 
ISO 9001  
Boiral (2011) and d Willar et al. (2015) 
Poor 
communication  
 The literature suggested that for 
ISO 9001 execution to be a   
success; it requires buy-in from 
all the departments in the 
organisation and all levels in the 
hierarchy.  
Abdullah et al. (2013), Boiral (2011),  
Georgiev and Georgiev 
(2015),Georgiev and Ohtaki (2016), & 
Willar et al. (2015)  
Organisational 
culture   
 The organisational culture 
defines the interaction among 
employees and the external 
environment; also defines the 
way of doing things within the 
organisation. Hence, the ISO 





Challenges Explanation  Supporting literature 
9001 implementation requires 
quality management to be 
embedded in the organisational 
culture.  
Cost and time 
allocation  
 The success of the ISO 9001 
implementation relies on 
adequate resources, time 
allocation and budget. Not 
upholding a definite level of 
quality will result in quality costs. 
Jayasundara and Rajini (2014),  
 
The difficulty of 
understanding ISO 
9001 requirements 
 Business difficulty in 
understanding the standard 
requirements will result in 
objections in the implementation 
process. 
Abdullah et al. (2013), Jayasundra 
and Rajini (2014)& Talib et al., (2011)  
Inadequate 
resources 
 One of the essential 
requirements for the standard 
that adds to the smooth 
execution for QMS is the 
management of resources  
Abdullah et al. (2013),  Bhat and 
Rajashekhar (2009), Cachadinha 
(2009), Georgiev and Ohtaki (2016) & 
Talib et al., (2011)  
A mismatch 
between business 
objectives and ISO 
9001 requirements 
 The standard call for a 
comprehension of the factors 
both internal and external that 
might influence the company’s 
aptitude to fulfil its purpose.  
Abdullah et al. (2013), Boiral (2011), 
Georgiev and Ohtaki (2016),  Ilango 
and Shankar (2017), Psomas and 
Antony (2015), & Willar et al. (2015)  
Resistance to 
change  
 Resistance towards alteration is 
likely to be avoid if the leaders try 
to gain trust, has the right way of 
behaving values, values and 
relational abilities to facilitate the 
best likely contact with the 
employees.  
 
Jayasundrara and Rajiini (2016), 
Anholon, et al., 2018  
Lack of coordinating 
between 
departments 
 According to Deming holding 
pride in individual’s effort is 
important to quality and process 
improvement. 
 Jayasundrara and Rajiini (2016), 
Jawad and Al-Najjar, (2011); Tan et 
al., (2011) 
Lack of staff training   According to Deming, deficiency 
of training is a restraining factor 
in securing critical knowledge 
and improving thinking skills. 
Abdullah et al. (2013), Albadran, 
(2014), Al-Najjar and Jawad (2011),  
Georgiev and Ohtaki (2016), 
Ingason(2014/2015), Talib et al. 
(2011); Willar et al. (2015) 
 
2.9 The benefits of executing ISO 9001  
This standard is a universal standard (ISO 9001). Hence this standard can be implemented in 
any sector. Even though this standard is used by many, there is a deficiency of investigations 




food sector (Foutopolos et. al., 2010) mentioned that the main motive for the standard 
certification is that it connects to the internal business environment, as well as the fact that it 
is influenced by the company’s reason in executing the standard positively.  
Psomas and Fotopoulos (2010) identified latent factors regarding the QMS implementation 
which were market benefits, customer satisfaction and quality improvement. Bhatia and 
Awasthi (2014) conducted a study from the Canadian organisation where they were analysing 
the QMS’s effectiveness; it was found that organisations often implement the standard as a 
catalyst for change.  
 
Confirmation of ISO 9001 having a direct influence on the business enactment has been 
recognised by more than a few pioneers. Fonseca, (2015) discovered ISO accreditation is 
allied alongside an upsurge in sales revenues, a reduction in the value of goods traded as well 
as increased valuable quality turnover ratios of the accredited company business. From 
previous analysis of investigations, Kaziliūnas (2010) found that a robust assortment-
mechanism originated wherever more lucrative organisations have greater inclination to 
implement ISO 9001 accreditation than fewer money-making organisations.  
 
Five years later this study was contended by Psomas & Kafetzopoulos (2014). The ISO 9001 
accredited production businesses outstandingly outpace businesses that were not accredited, 
pertaining to the quality of the goods, client gratification, operational, market as well as 
enactment. Psomas & Kafetzopoulos (2014) further avow that cultivating operational as well 
as monetary enactment is the motive behind businesses executing a QMS. 
 
In the Greek food industry study, the execution of ISO 9001:2000 was examined by Psomas 
et al. (2010) and revealed that the major reasons for accreditation, not like advantages, initially 
concerns the internal firm’s environment then afterwards the external one, and during the norm 
implementation there were no particular troubles. The researcher concluded that the overall 
outcome of the study findings, was that firm internal motivation or readiness to advance the 
organisation’s quality, assist towards establishing a system which point towards external 
gains, as the development of the firm’s location in the market, and in internal gains. A similar 
outcome was obtained by Kaziliūnas, (2014). 
 
In their study it was revealed that the QMS implementation, resulted in an impalpable 
advantage within a given company. The important discovery was made, that even though the 
vital motives to start executing QMS are the expectations of outside benefits, the execution of 




description of duties, accountabilities of the workforces, a reduction of non-conformism, 
healthier communication between the teams, in addition to increased efficiency 
 
Regardless of the considerable number of challenges found in the previous studies, quality 
administration's advantages can never be underestimated, as indicated by Fonseca et al. 
(2017), methodical survey of papers distributed from the 1990s. This survey presented 
evidence that the standard execution, as well as accreditation, bring genuinely positive 
advantages for the accredited enterprises. 
 
Overseeing quality encourages speedy and unique advantages, for example, the decrease of 
non-quality expenses, increased consumer loyalty, improved workforce inspiration and 
improved ecological effect. Establishments continue looking for ISO 9001 accreditation for 
different motives, for example, end-user demands, effectiveness and attractiveness 
amplification, productiveness execution, company appearance and distinction (Bounabri, et 
al., 2018). 
 
Bhatia and Awasthi (2014), in their study, identified factors that are favoured by the use of 
QMS and they were the following: performance, information quality, design, product service 
and service quality. It is said that these factors were chosen as they are all expected to bring 
about improvement in the business performance with execution and use of QMS. 
 
In the study conducted by Magd (2008) and Herass-Saizarbtria et al. (2010) they emphasised 
more than a few advantages, for instance, benefits such as greater than before client fulfilment 
in addition to retaining the customer, process effectiveness realisation, enhanced marketing, 
improved gains, decreased atrophy as well as upsurge increased output, reduced review 
requirements, encouraged global trade as well as enhanced worker motivation and morale.  
 
World-wide rivalry in addition to upsurge of customer consciousness shall continue to make 
quality the determining aspect of consumer gratification as well as the main insight towards 
competitiveness benefits achievement.  
Grounded in the précis of case analyses reviews, the advantages identified from implementing 
ISO 9001 QMS are as follows:  
 Reliability in the distribution of the firms’ product or service 
 Lessen costs as well as shorter cycle times across operative resource utilisation  
 Assimilation and configuration of in-house techniques processes that will lead to 




 Become more cost efficient 
 Better communication and administration processes development 
 Improved trustworthiness and competitiveness 
 Enhanced client gratification in addition to enhanced consumer allegiance promoting 
repeat enterprises 
 Better returns and market share gains through adapted and quick reactions to market 
prospects 
 
Zaramdini, (2007) stated that businesses become inspired to look for the ISO 9001 standard 
accreditation as its probable advantages span all internal as well as external attributes of their 
operations (Karipidis et al., 2009). According to Huo et al. (2014), the involvement of all 
employees is vital in the standards adoption stresses which are enhancements in the company 
as well as in product flow supervision.  
 
The norm advances verdict flow management by directly improving rules, processes, and 
mechanism of business governance. The ISO 9001 execution advantages are illustrated in 
Table 4: below, which comprises of the identified benefits. This summarises the widespread 
benefits of the adoption of ISO 9001 as it can be the catalyst of change at all levels. 
 
Table 4: Benefits of ISO 9001 execution  
The benefits  Description  Support 
literature  
Improve discipline Embracing the quality culture of continuous 
improvement  and integrated management systems 




Provide the framework to collect customer 
requirement and supporting strategies  
 (Fonseca and 
Domengues 
2018) 
Encouragement for top 
management   
The standard ISO 9001 stipulates the requirements 
from top management to improve the business 
performance  
(Sousa-Poza 
et al., 2009) 
Remaining in business ISO 9001 provides the business competitive 




Reduction of waste and 
inspection  
Reduction of rework and corrective actions IIkay and 
Aslan, (2012) 
Awareness of quality  ISO 9001 requires the organisation to provide the 
training to the employees and everybody in the 
company about quality management 





The benefits  Description  Support 
literature  
Operating quality cost Minimise operating quality costs (IIkay and 
Aslan, 2012) 
Supplier relations  Facilitate and promote good business relationships 
with suppliers.    




2.10 Factors that influence the implementation of ISO 9001 QMS 
Kumar and Balakrishnan (2011) stated that the value of the ISO 9001 QMS has to be 
scrutinised bearing in mind the firm’s attitude concerning the important success influences. Lo 
et al. (2013) added by stating that there is a necessity to move further than just mitigating 
quality processes but to also concentrate on a clear grasp of the significant elements. 
 
Prior studies have been based on the recognition of aspects swaying effectiveness 
implementation (Psomas et al. 2010), as well as valuation of aspects which influence 
businesses that strategises towards ISO 9001 execution (Kumar and Balakrishnan, 2011). 
An all-inclusive literature appraisal in pointed numeral studies have reported on the features 
that influence the quality systems implementation (Abdullah and Ahmad (2009). A past study 
presented, (Fonseca, 2015; Ismyrlis & Moschidis, 2015) highlights the elements which were 
recognised as well as incorporated in this research.  
 
In the literature, the elements which affect the achievements or disappointments of the ISO 
9001 execution, as well as QMSs as a repercussion have been studied. Huo et al. (2014) have 
mentioned that the emphasis on execution aspects is vital for the reason that the complete 
advantages of the norm can be practised by the company to its fullest only after the company 
has proven the suitable state of affairs for its execution as well as nourishment. Table 5: shows 
a summary of the identified factors influencing the adoption of ISO 9001 QMS. It comprises 
the identified factors and supporting literature. 
 
Table 5: Factors affecting the ISO 9001 QMS implementation 
Factor  Description  Supporting literature  
Top management 
commitment  
Management visibility, as well as 
commitment, is the heart of every 
system. 
Allur et al. (2014),Boiral and Heras-
Saizarbitoria (2015),  Huo et al. (2014),  
Karipidis et al. (2009),  Kaziliunas (2010), 




Factor  Description  Supporting literature  
Schedule for 
implementation  
A programme is very important in 
the implementation of the 
standard, for it will have a 
considerable effect on the 
company success. 
Karipidis et al. (2009), Kim et al. (2011),  




9001 importance  
Awareness training is an 
important vital component of 
executing the standard if 
business wants to be effective. 
 Kaziliunas (2010),  Psomas et al. (2010), 
Almeida, et al., (2018) 
Resource 
availability   
The business has to recognise 
both 
 Internal and external 
resources are required for the 
company’s goal.  
 
Huo et al. (2014),   Karipidis et al. (2009), 
Kim et al. (2011),  Psomas et al. (2010) 
Attitude to change  
This is a chance where business 
expresses its objectives and to 




Quality culture  Companies prosper because 
they understand the 
importance of cultural diversity 
and culture increases the 




Fonseca et al. (2015),  Kim et al. (2011), 
Huo et al. (2014), Karipidis et al. (2009),  
Parra-Lopez et al. (2016),  Psomas et al. 




ISO 9001 implementation 
requires support from all 
departments in the organisation 
and disintegration and 
commitment among departments 
is cited as one of the factors 
leading to poor ISO 9001 
success.  
Boiral and Heras-Saizarbitoria (2015), 
Karipidis et al. (2009), Kim et al. (2011), 
Psomas et al. (2010) 
Training  The establishment of 
programmes and awareness 
about quality management 
Allur et al. (2014), Hussein et al. (2017), Huo 
et al. (2014), Kim et al. (2011), Karipidis et 
al. (2009), Parra-Lopez et al. (2016), 
Psomas et al. (2010) 
Employee 
engagement 
The ability of the organisation to 
involve the employee in quality 
management practice and 
business strategies.  





2.11 Quality Management System in SA’s cement industry  
Cement is a basic segment of framework progression and the utmost critical support of the 
construction business, particularly in the government's foundation as well as housing plans 
that are important for the nation's economic growth and enhancement. Similarly, it is an 
extremely used resource on the planet (WBCSD 2017).  
 
The South African Bureau of Standards (SABS) is liable for the regulation of the cement 
industry. The cement industry is a substantial contributor to the country's economy. In the past 
there used to be a cartel when it came to cement producers in South Africa. The four essential 
producers of cement were NPC, AfriSam, PPC, and Lafarge. The scenario has now changed 
as there are new rivals in the market. Instead of having four producers we now have Osho, 
Mamba and Sepaku as well. This strain on the marketplace is now exacerbated by an influx 
of imports to the cement industry (Acikara et al., 2017).  
 
To the economy of the world, cement manufacturing remains immensely important. The 
cement industry’s most vital target market is the construction industry; being an edifice of the 
country’s manufacturing and construction business. Cement is an essential element of 
industrial infrastructure; it contributes substantially in its country of origin and the world. The 
utilisation and construction of cement remains connected to market evolution and 
infrastructure. One thing that cannot be argued is that quality never occurs by coincidence. To 
attain and uphold quality, definite pre-planned actions need to be put in place to manage the 
process. (Albadran, 2014). 
 
Cement is produced to fulfil the clients’ requests. Generally, the standard adoption is common 
within the cement business in South Africa; besides the exclusive use of it does not represent 
a competitive benefit. In this day and age competition is very intense and businesses always 
need to be on the forefront, to have a competitive gain (Acikara et al., 2017). When companies 
contend within global market strains, companies establish and implement a resourceful 
administration system fitting the worldwide recognised management framework like ISO 9001 
(Darnall et al., 2010). 
 
2.12 Chapter summary  
The determination of whether the project is a success or not is based on a variety of elements 




motive of the project which should be well defined on the scope. However, most projects fail 
drastically because of mismanagement of the aspects of the project.  
 
Highlighted by different pioneers from literature is the aspect of identifying influencing 
elements in the execution of ISO 9001 QMS and challenges experienced in attaining the 
certification in the cement industry. The importance of defining quality from different 
perspectives and its importance, as well as studying the increase of competitive surroundings 
in international and nationwide trade with the motive of appeal to future clients and holding on 
to the current ones is also highlighted by these pioneers.  
This chapter covers the contextual of the ISO 9001 QMS, its implementation, benefits and 
disadvantages of having the system. The intricacy that results with unclear objectives is allied 
to the clients’ needs and expectations that are not clearly defined and shared across various 
spheres, resulting in changes being employed that directly affect other constituents. 
 
The next chapter contains the methodology for this investigation, its current investigation 
techniques as well as designs. The choice of a specific technique for this study is justified. It 





CHAPTER 3: RESEARCH METHODOLOGY 
3.1 Introduction  
For this section the focal aim is to outline process as well as the context to answer the 
investigation questions. It gives detailed methodology employed in collecting the data in this 
research. The chapter consists of 8 sections that define the physical area of the conduction of 
the investigation, the study design and the population sampling. Additionally, it also shows the 
instrument utilised in the gathering of information, including techniques applied to keep the 
tool reliable as well as legitimate. 
 
3.2 Research approach  
There are three kinds of methods and they are qualitative, mixed, and quantitative 
approaches. Qualitative research approach refers to the approach which uses text, 
illustrations and any other information that cannot be expressed in numbers like feelings and 
emotions, while quantitative approach mainly uses numerical data and statistical approaches 
to derive conclusions. The mixed-method integrates both the qualitative and quantitative 
approaches in the single study and it is mostly used in the case studies (Creswell & Creswell, 
2017). For this study, a quantitative approach was adopted, making use of a questionnaire as 
the data collection tool. 
 
3.3 Research design 
The research design is a blueprint aimed at achieving study goals as well as solving queries. 
It is an overall framework of methods and techniques that integrate the various mechanisms 
of research coherently and logically so that the investigation problem is effectively handled. 
The procedure of conducting the study is defined in the research design; including when, from 
whom, as well as under what state the information will be gathered and tested for the needed 
data (Nardi, 2018). The research design contains the purpose of inquiry, the research method 
which comprises of survey study, method justification and questionnaire design, as well as the 
unit of analysis. 
 
3.3.1 Purpose of the study  
Research is done in lieu of various motives, such as describe, explore, explain, and assess to 
enable the researcher to comprehend an issue in-depth, arriving at a decision and making 
predictions (Nardi, 2018). There are three kinds of research - exploratory, explanatory and 





3.3.1.1  Exploratory study 
It is a study of the new phenomenon, characterised by its agility. It is defined as the initial 
study into an academic or imaginary notion. The exploratory study comes in two forms, which 
can be at a new angle or a new topic. It focuses on patterns, ideas or hypotheses that can be 
tested and outlines the beginning for further investigation (Nardi, 2018). 
 
3.3.1.2  Explanatory study 
The study is conducted adequately in assisting to find the problem that was not investigated 
in-depth in the past. Although it is not used to give some decisive proof, it assists in 
understanding the problem more efficiently. This type of research attempts to elucidate why, 
as well as how there is a relationship amid two facets of a phenomenon (Nardi, 2018). 
 
3.3.1.3  Descriptive study 
This study is concerned with answering the questions, who, what, when, and how much. It is 
a research where the key focus is on description rather than examining occasions. It attempts 
methodically to define a problem or a situation or provides data about it (Nardi, 2018). 
For this study, the descriptive study is used as the objective modus operandi to investigate 
what the influencing aspects in the execution of the ISO 9001 in the cement business are and 
to investigate challenging factors in the execution of the ISO 9001 QMS.  
  
3.3.2  Research method  
Research is a methodical procedure of gathering, examining and translating data to expand 
the investigator's information (Creswell, 2012). The research method is a method that a 
researcher uses to investigate a study question (Sekara & Bougie 2016).   
 
Investigators have a characteristic inclination to acquire information about a particular 
question or zone under scrutiny. To enable learning, research is a fundamental piece of the 
process.  
 
An organised research procedure must be embraced by methods for an orderly game plan. 
An examination procedure is a methodology a researcher utilises to investigate a subject or 
issue under scrutiny (Creswell & Creswell, 2017). This section presents, together with a 






The methodology selected for this study was established from the problem statement. It was 
suggested by Saris & Gallhofer (2014) that the three situations could determine the type of 
research programme indicated: Firstly, the research question type; secondly, the level of 
researcher control achievable; and finally, the extent of focal point on modern activities 
wanted. Table 6: Research enquiry dictates research plan  shows the different study methods 
as well as the form of research questions that identify which method is most applicable to this 
study. 
It displays the link amongst the investigation questions and the equivalent plan that can be 
utilised in a study. Research questions are grouped into two kinds as shown below. Based on 
the research question for this study, a survey study was chosen. 
 
Table 6: Research enquiry dictates research plan (Marnewick, 2010) 
Research Questions Method 
How 
Why 




How many  
How much  
Archival Analysis Study and Survey Study   
 
3.3.2.1 Survey study  
A survey is a method for assembling data from or about people to define, equate, or explore 
their understanding, attitudes, as well as conduct (Nardi, 2018). A survey strategy is a 
communal research method in a business study because it allows the investigator to collect 
quantitative or qualitative research and the objective to be achieved. They are used in 
exploratory, descriptive and casual research to collect information. 
 
There are two main purposes the survey study pursues; and they are defining undisputable 
components or populace attributes or analysing theories around relations nature contained by 
the populace. The survey method can be broadly divided into three categories which are a 
self-administered, telephonic, as well as an individual question and answer session. These 
types of survey methods have their advantages and disadvantages. 
 
From the perspective of practicality, the most common differences of surveys include 
questionnaires, interviews and documentation review. Table 7 illustrates benefits and 
drawbacks of survey information gathering methods. This table consists of four columns, titled 
methods, purpose, advantages, and disadvantages. The key gains as well as drawbacks allied 





Table 7: Advantages and disadvantages of survey data collection methods (Nardi, 2018) 
Method Purpose Advantages Disadvantages 
Questionnaires Conducted to gather large 
size of information in a short 
time 
Members of the sample 
group can remain 
anonymous 
Considerably cheaper than 
most of the other primary 
data collection methods 
Possibility of generating a 
large amount of data 
Difficulties of ensuring greater 
depth for the research 
The problem of the ‘first choice 
selection’ 
Interviews Conducted to reflect emotions 
and experiences, and explore 
issues with a greater focus 
The possibility to direct the 
process of data collection 
The possibility to collect the 
specific type of information 
required 
A great amount of time required 
to arrange and conduct 
interviews and primary data 
collection. 
Additional costs might be incurred 
associated with arranging and 
conducting interviews and 
travelling. 
Potential for interviewee bias 
Documentation 
review 
Conducted to study issues 
that have developed over a 
specific time 
Possibility to retrieve 
comprehensive information 
Challenges associated with 
access to documentation, 
Inflexibility of the research 
process 
 
3.3.2.2 Research method justification  
A survey study was chosen as a research medium to obtain good quality results. The reason 
why the researcher chose to do the survey method was that it is easy to conduct. Surveys are 
useful in describing the characteristics of a large population. It can provide a broad capability, 
and a more accurate sample to gather targeted outcomes from which to draw conclusions and 
make important decisions. This method was chosen as it is thought to be an economical way 
to collect data as it does not take much of the researcher’s time or resources.  
 
The participants will be invited through the Survey Monkey platform. All the questionnaires 
were sent by email to different participants of interest. The survey questionnaire is reliable and 
is an effective method that allows the investigator to quantify the results obtained during the 
study, however, the only limitation that a survey strategy has, is that the respondents cannot 
express themselves but give their responses according to the survey structure. The anonymity 





To get the most accurate data, the respondents need to be as open and honest as possible 
with their answers. Surveys conducted anonymously provide an avenue for more honest and 
unambiguous responses than other types of research methodologies, especially if it is clearly 
stated that survey answers will remain completely confidential. Quantifying the results that are 
gathered is not based on an individual’s opinion but from different participants’ views, therefore 
many participants can partake in the study which makes it easy and more accurate to analyse 
the data. 
 
3.3.2.3 Questionnaire Design  
The questionnaire was designed with the motive of doing a theory test on the factors affecting 
the implementation of ISO 9001 and the challenges.  The objectives of this study are: 
- To examine the influencing factors in the execution of ISO 9001 implementation  
- To determine the hindrance encountered during implementation  
The above-mentioned objectives will answer the two investigation enquiries, and for that 
reason it must be put into effect in the investigation questions.  The questionnaire utilised in 
the study is made up of three sections, Section A, B and C respectively.  
 
The purpose of Section A is to establish data about the individual responding to the study. The 
questions raised here reflects their position, highest qualification and work experience. The 
target audience of the respondents will be brought into being in this part. This will help in 
identifying if there is a difference in the responses or opinions of different groups within the 
cement business. 
 
Section B aims to evaluate the participant’s perception of the reasons for the ISO 9001 
adoption. Section C consisted of generic questions about challenges in the ISO 9001 adoption. 
The research survey was derived from the literature study, bearing the QMS implementation 
of influencing factors. The survey is made up of closed-ended questions and was then 
distributed to different levels. The questionnaire was sent through an email to every one of 
these chosen respondents and a motivational letter clarifying the reason for this review.  
 
The respondents needed to complete three sections of the survey. The forms have closed-
ended questions.  Some of these factors are to be translated into statements by which the 
respondent should indicate their level of agreement on a Likert scale signifying ‘ strongly 
disagree’, ‘disagree’,  ‘neither agree nor disagree’, ‘ agree’, and strongly agree’.This survey 
was chosen because it will allow for precision and reliability and make the analysis of the 




The questionnaire which was derived from the literature review is presented in a table form in 
Appendix B of this report with questions that stems from the factors identified in Table 8: 
Questionnaire design. It comprises of three columns, each with research objectives, factors 
and justification why the researcher needed to assess these factors.  
 
Table 8: Questionnaire design 
Research 
Objectives  
Factors Justification  




Business exists because of customers (Fening, 2012) 
hence it was important to measure customer 
satisfaction as a factor influencing the adoption of ISO 
9001 
Management of 
cultural change  
Companies prosper because they understand the 




This is very important for business when competing in a 
public sector globally for the enhancement of its image 
as well as credibility Amrina and Vilsi (2015) 
Supplier 
relationship  
The supplier and the firm are interdependent as they are 




The ISO implementations assist businesses to align 
their strategies and business objectives for business 




Businesses who are smart understand the importance 
of a good work atmosphere 
Continuous 
improvement  
More and more competitiveness has acquired coinage 
worldwide, it is very important for the business to 
continually improve their processes and to prevent non-
conformances (Psomas, et al., 2011). 





Leadership commitment is the heart of every system. 
Resource 
availability  
The business has to recognise both internal and 
external resources which are required for the 
company’s goal. 
Training  This is a chance where business expresses its 




Change is not easily accepted as there if fear and 
unwillingness towards change.  
Teamwork  The company manages spreads knowledge as well as 
assures maximum effort from people to achieve targets. 
Employee 
involvement  
Business exists because of the people in it. Each 
individual should be capable to make decisions as well 
as find solutions to snags, fitting to their levels (Huo et 
al. 2014) 
 
3.3.3 Unit of analysis  
Unit of analysis refers to what the researcher wants to know about in the study, it can be 




the adoption of ISO 9001:2015, the researcher wants to know why the organisation adopted 
the standard and what the challenges are.  
3.4 Population  
A population is defined as a known and defined body of people or objects under consideration 
for a study (Sekara and Bougie, 2013). It relates to the all-inclusive set of information that is 
of curiosity to the investigator. In compiling the aim for the survey, it is crucial to determine 
which consumers to survey. An important matter in selecting a sample relates to whether the 
participants that the researchers have chosen are representative of the population. Regularly 
a sample is chosen randomly from a list that contains all members of the population; such a 
list is called a sample frame (Sekara and Bougie, 2013).  
 
The target population, in this case, was 102 managers from the cement market segments in 
South Africa from a total of 9 cement manufacturing companies. The level of management 
ranged from a low level of management to the top level of management. 
 
3.5 Research sampling method 
Sampling means selecting part of a population (Sekara & Bougie, 2013). Different sampling 
approaches can be utilised to conduct a survey study. According to Sekara and Bougie (2013), 
sampling can be divided into two important classes, namely probability and non- probability 
sampling. Probability sampling works best with a precise and exceptional sampling frame and 
it is the favoured strategy if the analyst needs to do any type of measurable examination. In 
likelihood testing, each inspecting unit or part has an equivalent possibility of being chosen. 
 
This is what makes the sample representative of the populace. Probability sampling is a 
random selection that minimises assumptions. It involves the selection of a sample from a 
population. It is based on the principle of randomisation or chance. The investigator can 
specify in advance whether the segment of the population will be represented in the sample. 
Examples of probability sampling are simple random sampling, systematic, stratified and 
cluster sampling. 
 
Non-probability sampling talks about the process wherein, the samples are selected for a 
specific aim with a predetermined origin of selection. The sample is not a proportion of the 
populace and there is no system in selecting the sample, it depends upon the situation. There 
is an assumption that there is an even distribution of characteristics within the population, 
believing that any sample would be representative. There is an unequal chance of being 




they are experts in the industry, can provide the required information and each member of the 
population will conform to the criteria of being included in the sample. The target sample was 
the entire population of 102 managers. 
 
3.6 Data collection  
Information that is acquired and grouped during the study is defined as data. There are 
manifold approaches by which to pull out the data from sources. According to Dudovskiy 
(2018), the primary method to get information for research reasons is through quantitative and 
qualitative methods. A study technique in which data is collected from a sample of people 
using a questionnaire is called a survey (Sekara and Bougie, 2013). As a survey study is 
utilised in this research, a quantitative approach must be used to draw information as the 
analysis is conducted to conclude the investigation. 
 
The literature gave an understanding allied to the identification of preliminary elements that 
impact the implementation of the standard. The study utilises a questionnaire to solicit answers 
from participants. The online Survey Monkey tool was utilised to collect the data. The 
information was gathered from the questionnaire and was conveyed to a hundred and two 
responders. The goal was to acquire no less than thirty finished polls for the adequacy of this 
examination. The survey was sent to the management level in the cement industry. The 
questionnaires were given to executives, senior managers, middle managers, specialists, and 
engineers. 
 
3.7 Validity and Reliability 
This chapter will point out the degree headed for which significant and suitable judgements 
can be taken from the measurement tool utilised in the study.   
The extent to which the research findings accurately reflect the phenomena under the study 
is defined as validity. Reliability is defined as the absence of differences in the results if the 
study was repeated (Creswell and Creswell 2017). The previous studies have already shown 
and proven that the integration of quality management can lead to improved business 
performance and change in attitude. 
 
3.7.1 Reliability  
In a survey study, reliability can be aptly described as a degree to which the questionnaire will 
bring into being reliable outcomes (Heale and Twycross, 2015). There are three attributes of 






Table 9: Reliability estimates summary (Cooper and Schindler, 2014) 
Coefficient What is assessed Method  Type  
Internal 
consistency  
The extent to which the tool items 
are all the same as well as reflect the 












Equivalent  A representative of measurement in 
which tools can get reliable results 
by different samples or the same 
researcher  
Correlation  Parallel forms  
Stability  This measure gives unvarying 
results with reiterated 
measurements 
Correlation Test-retests  
 
It is correlated to the dependability of a measure. It measures the extent to which unvarying 
results can be evaluated. It is a sustainable validity contributor but inadequate to exemplify 
validity. The reliability types as stipulated Table 9 were reviewed and for this study, the internal 
consistency was selected. Reliability is acquired by the correlation of the scores from two or 
more autonomous raters (Heale and Twycross, 2015). The survey results may be interpreted 
in different conducts by the participants and therefore the technique is more beneficial as it 
evades various interpretations.  
The most common homogeneous measure utilised is Cronbach’s alpha. This measure ranges 
from zero to one, where zero indicates no correlation amongst the items on a given scale and 
one pointing out the unconditional internal consistency. Cronbach’s value of 0.7 and above is 
considered adequate and satisfactory.  
Heale and Twycross, (2015), mentioned that possible hazards to reliability comprises of the 
following: 
- Unclear instructions 
- Inadequate alternatives are given 
- Questions not presented in an orderly fashion  
- Unclear measurements  
- Too long questionnaires  
 
3.7.2 Validity  
Validity is the degree to which a construct is accurately measured in a quantitative study 
(Heale and Twycross, 2015). Validity talk refers to the lack of guile as well as constancy of the 




is the aptitude of the study tool to measure what it is supposed to measure, whilst external 
validity of the findings of the investigation shows the information’s capability to be widespread 
across numerous individuals, setting as well as times. 
 
The three major types of validity are, content validity, construct validity and criterion validity as 
illustrated in Table 10. 
 
Table 10: Validity estimates summary (Cooper and Schindler, 2014) 
Type of validity  What is measured Methods  
Content  Content validity is an important 
methodology term that looks at 
how well a test measures all 
facets for which it is 
envisioned.  
 
- Judgement of 
professionals 
- Panel assessment  
Criterion-related  The Criterion validity measures 
how well one measure 
forecasts a result instead of 
another measure  
 
- Correlation  
Construct  Construct validity refers to the 
test measures the aptitude that 
should be measured.  
 
- Judgmental 
- Correlation  
- Convergent  
- Factor analysis 
- Multi-trait 
 
The questionnaires were distributed to a total of 102 participants and the survey questions 
provided specific choices that the respondents can select an answer from. The questionnaire 
was divided into three sections. A survey that is invalid and unreliable will yield data that is 
invalid and unreliable, which will consequently not be valuable to the research. It is thus vital 
for the research to be reliable and valid (Cooper and Schindler, 2014).  
 
For this study, the content and face validity were used. The content validity looks at whether 
the tool amply covered all the content that it should with respect to the variables. Face validity 
which is a subset of content validity was used to validate the instrument, where professionals 
are questioned about whether their views concerning a tool measures the construct intended. 
This type of validity used in this study refers to a non-statistical test utilised to determine 
whether a measure covers the required area, this is reliant on the professionals' judgement in 
the specified field (Creswell and Creswell, 2017).  
 
Content validity makes sure that the questionnaires comprise of an adequate set of items that 
relate to the idea and that indistinct or incomprehensible questions can be left out from the 
survey or modified. Below are the steps which are endorsed for an operative valuation of the 




- Pinpoint the sought-after topic 
- Gather domain expert in that field 
- Develop a reliable matching methodology  
- Analysis of data from the matching task 
 
3.8 Data Analysis  
This stage involves summarising and interpretation of the information in a way that will give 
clear answers to the question to achieve the study goals. The Survey Monkey computer 
application was utilised to set up a questionnaire, the questionnaire was sent by email to the 
participants. After the completion of the survey, a quantitative technique was used in analysing 
the data. As stated by Rose (2015), Excel is another above-board study information scrutiny 
instrument due to its ease of access for use as well as its cost efficacy. The information was 
analysed using comparative tools such as Microsoft Excel as a tool for computing results. 
Each average score will be calculated and the total average of the variables will be calculated 
by weighing the average score questions evenly and converted to a percentage format to see 
the distribution of the different options presented in other questions, as will be discussed in 
Chapter 4. Each of the questions was aimed to infer a quantitative conclusion, though the 
questionnaire was aimed at sourcing information to improve the business’ practices of the ISO 
9001 implementation.  
 
3.8.1 Quantitative analysis – Likert scale 
A Likert scale according to Boone and Boone (2012) is an interlude scale that uses five 
anchors in particular to measure views based on the articulated questions. The set-up of an 
archetypal five-level Likert item has been used for the analysis of the survey as shown in Table 
11. 
 
Table 11: Five - Point Likert Scale 
Rating  Meaning  
Strongly agree The participants robustly in agreement with a statement, which demonstrates the level of understanding.  
Agree The participants agree with a statement  
Neutral The participants neither agree nor disagree with a statement, which demonstrates the lack of knowledge  
Disagree The participants in disagreement with a statement  





3.9 Chapter summary 
In this section, the examination system used in the exploration investigation of the influencing 
factors in the ISO 9001 QMS execution is illustrated alongside the statistical data relating to 
the population, in addition to particular groups within it, specimens, information gathering tools, 
information investigation strategies, legitimacy and unwavering quality of the information 
utilised, the confinements to the examination study and the moral thought. The following 






CHAPTER 4: RESULTS AND DISCUSSION 
4.1 Introduction 
The previous chapter detailed the processes for data collection and analysis, and this chapter, 
presents the results. The survey was sent to 102 participants and only 38 responded, giving 
a 37% response rate. Discussed below are the three sections that the questionnaire consisted 
of, which is aimed to provide answers to the research questions as well as attending to the 
two research objectives. 
 
The survey comprised of three sections (Annexure A). Section A consists of demographic 
information, which is where the respondents are requested to fill their attributes. The statistic 
attributes of the respondent are shown in Table 12: Statistic representative of the respondents 
Section B was about the questions related to the reasons for ISO 9001 adoption, and Section 
C was about the challenges in ISO 9001 adoption. A Likert scale was used as a measuring 
tool on both Section B and C, where the respondents had to respond with Strongly Agree, 
Agree, Neutral, Strongly Disagree or Disagree with the statement in the questionnaire. The 
Cronbach’s alpha provided the capability to measure the internal consistency of the Likert 
scale items. 
 
4.2 Research objectives 
This research had two objectives, and they are:  
a) To examine the influencing factors in the execution of ISO 9001:2015 QMS 
b) To determine the challenges encountered during the implementation of QMS. 
 
4.3 Survey Results Analysis 
 
4.3.1 Section A – Demographics  
In this section, the objective of the survey questions was to establish the demographic 
background of the participants. The general information is about the respondent’s qualification 
and their level of competency. A single response is required per question, and these 
recognised the job position, qualification and years of experience. The three questions on the 









Table 12: Statistic representative of the respondents 
Variables  Item Frequency  Percent (%) 
Position 
Executive 2 5.26 
Senior managers 16 42.11 
Middle manager 11 28.95 
Specialist  7 18.42 
Engineer 2 5.26 
Total 38 100 
 
Qualification 
Post Matric Diploma 9 23.68 
Baccalaureate Degree (s) 18 47.37 
Post-graduate Degree (s) 11 28.95 
Total  38 100 
Working experience 
Less than one year  0 0 
1 - 5 years 3 7.89 
6 -10 years 8 21.05 
More than 10 years  27 71.05 
Total  38 100 
 
Table 12 shows an overall statistical representation of the respondents in the level of position 
distribution, level of qualification and working experience. The position distribution indicated 
that 5.26% of the respondents were executives, 42.11% were senior managers, 28.95% 
middle managers, 18.42% specialist, and 5.26% were engineers.  
 
As shown in Table 12: Statistic representative of the respondents, 23.68% of the respondents 
have a post-matric diploma qualification, 47.37% of them have a baccalaureate degree, and 
28.95% have a post-graduate degree. The table also details the respondents’ years of 
experience, where 7.89% had 1 to 5 years’ experience, 21.05% had 6 -10 years’ experience 
and 71.05 % were more than ten years in the industry. In light of the level of qualification, the 
position of power held and the level of being involved in decision making in the organisation; 
these participants are justly positioned to give or supply the investigator with the necessary 
information for the research. 
 
4.3.2 Section B – Reason for ISO 9001 adoption  
This chapter is intended for recognising the influencing factors in the implementation of ISO 
9001:2015 quality management system in the cement industry in South Africa. The 
respondents rated the reasons for ISO 9001 adoption using a Likert measurement scale of 1 
to 5. 
 
In this section, the managers were requested to agree or disagree with the statement in Table 
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The findings of the study shown in Table 13 point out that 39.47% of the respondents strongly 
agree that the organisation implement ISO 9001:2015 to meet consumer needs, 42.11% agree 
to the statement, 7.90% were not certain, 5.26% strongly disagreed and 5.26% strongly 
disagreed with the statement. As the majority of the respondents agreed that the standard is 
implemented to meet consumer needs, it indicates that the organisations should implement 
the standard to build a relationship with customers and better understand their expectations. 
 
42.11% of the respondents strongly agreed that the organisation implemented ISO 9001:2015 
to gain competitive advantage, 39.47% agreed, 7.90% were neutral, 5.26% disagreed and 
5.26% strongly disagreed. As the majority of the respondents agreed that the standard is 
implemented for competitive advantage, it indicates that the organisation uses the standard 
as the attribute that allows an organisation to outperform its competitors. 
 
52.63% of the respondents strongly agreed that the organisation implemented ISO 9001:2015 
to meet regulatory requirements, 28.95% agreed, 10.53% were neutral, 5.26% disagreed and 
2.63% strongly disagreed. Given that the largest part of the respondents strongly agreed that 
the organisation implement the standard to meet regulatory requirements, it means that an 
organisation’s imperative is clear. 42.11% of the respondents strongly agreed that the 
organisation implemented ISO 9001:2015 to retain existing clients, 34.21% agreed, 10.53% 
were uncertain, 7.90% disagreed and 5.26% strongly disagreed. The largest part of the 






44.74% of the respondents strongly agreed that the organisation implemented ISO 9001:2015 
to attract new clients, 23.68% agreed, 13.16% were uncertain, 13.16% disagreed and 5.26% 
strongly disagreed. Given that, the largest part of the respondents strongly agreed that the 
organisation implement the standard to attract new clients, it means that the standard can be 
utilised to enhance the sales undertakings. 
 
47.37% of the respondents strongly agreed that the organisation implemented ISO 9001:2015 
to attain quality accreditation, 36.84% agreed, 7.90% were uncertain, 2.63% disagreed and 
5.26% strongly disagreed. The majority of the respondents agreed that the standard is 
implemented to attain quality accreditation. 
 
57.89% of the respondents strongly agreed that the organisation implemented ISO 9001:2015 
to improve business processes, 26.32% agreed, 5.26% were uncertain, 2.63% disagreed and 
7.90% strongly disagreed. For the reason that the majority of the respondents agreed that the 
standard is implemented to improve business processes, it indicates that the organisation 
uses the standard to make business easier to manage. 
 
55.26% of the respondents strongly agreed that the organisation implemented ISO 9001:2015 
to increase efficiencies, 28.96% agreed, 5.26% were uncertain, 5.26% disagreed and 5.26% 
strongly disagreed. For the reason that the majority of the respondents agreed that the 
standard is implemented to increase efficacies, it indicates that the organisation uses the 
standard to give guidelines on how to best improve performance. 
 
47.37% of the respondents strongly agreed that the organisation implemented ISO 9001:2015 
to improve company image, 42.11% agreed, 5.26% were uncertain, 0.00% disagreed and 
5.26% strongly disagreed. The majority of the respondents agreed that the standard is 
implemented to improve company image. 
 
52.63% of the respondents strongly agreed that the organisation implemented ISO 9001:2015 
to enrich product quality, 31.58% agreed, 7.90% were uncertain, 2.63% disagreed and 5.26% 
strongly disagreed. The majority of the respondents agreed that the standard is implemented 
to enrich product quality. 
 
18.42% of the respondents strongly agreed that the organisation implemented ISO 9001:2015 
to increase the level of trust between management and employees, 36.84% agreed, 21.10% 
were uncertain, 18.42% disagreed and 5.26% strongly disagreed. The majority of the 




management and employees, but there was also 21.05% that was not sure and the 18.42% 
that disagreed. 
 
42.11% of the respondents strongly agreed that the organisation implemented ISO 9001:2015 
to enhance business operational reliability, 36.84% agreed, 13.16% were uncertain, 2.63% 
disagreed and 5.26% strongly disagreed. The majority of the respondents agreed with the 
statement that the implementation of ISO 9001:2015 will enhance business operational 
reliability. 
 
42.11% of the respondents strongly agreed that the organisation implemented ISO 9001:2015 
to enhance supplier relationship, 42.11% agreed, 7.89% were uncertain, 2.63% disagreed and 
5.26% strongly disagreed. The majority of the respondents agreed that the standard is 
implemented to enhance supplier relationship. 
 
Strongly agree and Agree is the same thing at different levels and strongly disagree and 
disagree is the same thing at different levels, hence, the percentages were summed. Figure 
10 illustrates the reason why business buys into the adoption of the standard and graphically 










Figure 10: Reasons why companies buy in the ISO 9001:2015 adoption 
 
When looking at the three levels of the Likert scale, where there is agree, disagree and not 
sure (in Figure 10 which derives from Table 13), the majority of the respondents agree with 
the identified factors as the reasons why businesses buy into the ISO 9001:2015 adoption. 
The lowest at 55.26%, is the increased level of trust between management and employees, 
where 23.66% of the respondents disagreed and 21.05% not being sure. 
 
4.3.3 Section C – Challenges in ISO 9001 adoption 
This section intends to identify the influencing factors in the implementation of ISO 9001:2015 
quality management system in the cement industry in South Africa. The respondents rated the 
challenges in ISO 9001 adoption, using a Likert measurement scale of 1 to 5.  
In this section, the managers were requested to agree or disagree with the statement in Table 
14 with the intent of identifying the challenges in the ISO 9001:2015 standard adoption. 









Improve the company image
Enrich the product quality
Increase the level of trust between management
and employee
Enhance business operations reliability
Enhanced supplier relations
Reason for the adoption of ISO 9001 chart 




Table 14: Challenges in the implementation of ISO 9001:2015 
Items  Strongly 
Disagree 
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The findings of the study stipulated in Table 14 point out that the challenges in the 
implementation of ISO 9001:2015:- 
23.68% of the respondents strongly agree that inadequate management commitment is a 
challenge in the standard adoption, 36.84% strongly agree to the statement, 13.16% were not 




the respondents agreed that inadequate management commitment is a challenge in the 
standard adoption. 
26.32% of the respondents strongly agree, 39.47% agree to the statement, 15.79% were not 
certain, 13.16% disagreed, and 5% strongly disagreed with the statement that lack of planning 
quality is a challenge in the ISO 9001:2015 adoption. Since the greater part of the respondents 
agreed that lack of planning quality is a challenge in the standard adoption.  
31.58% of the respondents strongly agree, 36.84% agree to the statement, 18.42% were not 
certain, 10.53% disagreed, and 2.63% strongly disagreed with the statement that poor 
communication is a challenge in the ISO 9001:2015 adoption. The majority of the respondents 
agreed that poor communication is a challenge in the standard adoption. 
34.21% of the respondents strongly agree, 34.21% agree to the statement 15.79% were not 
certain, 15.70% disagreed, and 0% strongly disagreed with the statement that organisational 
culture is a challenge in the ISO 9001:2015 adoption.  
26.32% of the respondents strongly agree, 42.10% agree, 18.42% were not certain, 10.53% 
disagreed, and 2.63% strongly disagreed with the statement that cost and time allocation is a 
challenge in the ISO 9001:2015 adoption.  
21.05% of the respondents strongly agree, 31.58% agree, 18.42% were not certain, 26.32% 
disagreed, and 2.63% strongly disagreed with the statement that difficulty of understanding 
the standard requirements is a challenge in the ISO 9001:2015 adoption. The greater part of 
the respondents agreed that the statement is a challenge. 
21.05% of the respondents strongly agree, 26.32% agree, 23.68% were not certain, 26.32% 
disagreed, and 2.63% strongly disagreed with the statement that inadequate resources are a 
challenge in the ISO 9001:2015 adoption.  
23.68% of the respondents strongly agree, 21.05% agree, 21.05% were not certain, 26.32% 
disagreed, and 7.90% strongly disagreed with the statement that mismatch between company 
objectives and ISO 9001 requirements is a challenge in the ISO 9001:2015 adoption.  
39.47% of the respondents strongly agree, 31.58% agree, 18.42% were not certain, 10.53% 
disagreed, and 0.00% strongly disagreed with the statement that resistance to change is a 
challenge in the ISO 9001:2015 adoption. The majority agrees with the statement. 
 36.84% of the respondents strongly agree, 52.64% agree, 5.26% were not certain, 5.26% 
disagreed, and 0.00% strongly disagreed with the statement that lack of coordinating between 
departments is a challenge in the ISO 9001:2015 adoption. 
34.21% of the respondents strongly agree, 50.00% agree, 7.90% were not certain, 7.90% 
disagreed, and 0.00% strongly disagreed with the statement that lack of staff training is a 
challenge in the ISO 9001:2015 adoption. The majority agrees with the statement that lack of 




Strongly agree and agree is the same thing in different levels and strongly disagree and 
disagree is the same thing at different levels, hence the percentages were summed. Figure 
11 relate to the challenges in the ISO 9001:2015 adoption and chart shows the agreeing, not 




Figure 11: Challenges in the ISO 9001:2015 adoption 
 
When looking at the three levels of the Likert scale, where there is agreeing, disagree and not 
sure in Figure 11, which derives from Table 14, there are mixed responses when it comes to 
identified challenges in the adoption of ISO 9001:2015 in the cement industry in South Africa. 
Only three factors went above the mark of 70.00% in agreeing with the identified challenging 
factors. Where the respondents agree that lack of staff training, lack of coordinating between 
the departments and resistance to change are amongst the top of the list of the challenges in 
the implementation of ISO 9001:2015 in the cement industry.  
The other five factors were at an average 66.32% of the respondents agreeing there are 












Challenges in the ISO 9001:2015 adoption 




not sure and 17.37% were disagreeing, with inadequate management commitment, lack of 
planning, poor communication, organisational culture and cost as well time allocation,   
Lastly, an average of 48.25% of the respondents are agreeing, 30.7% disagree and 21.05% 
are not sure on with the identified challenges in the implementation of ISO 9001:2015 adoption 
which are the difficulty of understanding the standard, inadequate resources and a mismatch 
between company objectives and ISO 9001 requirements. 
 
4.4  Descriptive statistics 
This section provides the descriptive that is the weighted mean and the Cronbach’s alpha for 
the scale used to assess the reason for the ISO 9001 adoption and the challenges. For this 
study the survey data was analysed for reliability through the Statistical Package for the Social 
Sciences (SPSS), it gave Cronbach’s alpha of above 0.7, for that reason these items are 
regarded as dependable. 
 
4.4.1 Reasons for the adoption of ISO 9001 
For the effectiveness of the study in identifying reasons for the ISO 9001:2015 adoption, 
descriptive statistical analysis was used. It is employed to determine the relative importance 
of the influencing elements in the ISO 9001 adoption.  The number of items used to assess 
the reasons for the ISO 9001 adoption, were 13 in total as stipulated in Table 13. The literature 
recommends that Cronbach’s alpha of 0.7 and above is acceptable reliability for each scale 
and this study is above 0.90, and it is regarded as giving an excellent internal consistency.  
 
Table 15 shows the descriptive analysis table of the reasons for the ISO 9001 adoption, N 
represents the number of participants, and the weighted mean is the weighted average. The 
following reasons are the highest in the list of the reasons identified in the study. 
 
Table 15: Descriptive statistics for reasons for ISO 9001 adoption    
Reasons  N Weighted Mean 
The organisation implemented ISO 
9001:2015 to improve the company image 
38 4.26 
The organisation implemented ISO 
9001:2015 to enrich the product quality  
38 4.24 
The organisation implemented ISO 





The organisation implemented ISO 
9001:2015 to improve business processes 
38 4.24 
The organisation implemented ISO 
9001:2015 to meet regulatory 
requirements 
38 4.24 
The organisation implemented ISO 
9001:2015 to attain quality accreditation  
38 4.18 
The organisation implemented ISO 
9001:2015 to enhance supplier relations 
38 4.13 
The organisation implemented ISO 
9001:2015 to enhance business 
operations reliability 
38 4.08 
The organisation implemented ISO 
9001:2015 to gain competitive advantage 
38 4.08 
The organisation implemented ISO 
9001:2015 to meet customer needs 
38 4.05 
The organisation implemented ISO 
9001:2015 to retain existing customers 
38 4.00 
The organisation implemented ISO 
9001:2015 to attract new clients 
38 3.97 
The organisation implemented ISO 
9001:2015 to increase the level of trust 
between management and employee 
38 3.45 
 
The reason why companies are adopting the ISO 9001 standard is in descending order from 
the highest to the lowest, as illustrated in Table 15 above. The top of the list with a weighted 
mean of 4.26 is that the organisation implemented ISO 9001:2015 to improve the company 
image, followed by enriching the product quality, increase efficacies, improve business 
processes and meet regulatory requirements, each with a weighted mean 4.24. The lowest 






4.4.2 Challenges in the adoption of ISO 9001 
For the effectiveness of the study in identifying challenges in the ISO 9001 adoption, 
descriptive statistical analysis was used. It is employed to determine the relative importance 
of the influencing elements in the ISO 9001 adoption.  The number of items used to assess 
the challenges in the ISO 9001 adoption, were 11 in total as stipulated in Table 14 which 
shows the descriptive analysis table of the challenges in ISO 9001 adoption, N represents the 
number of participants who conducted the survey, and the weighted mean the weighted 
average. Challenges experienced in the ISO 9001 adoptions are weighted in descending order 
from the highest to the lowest as illustrated in Table 16 
 
Table 16: Descriptive statistics for challenges in ISO 9001 adoption 
Challenges N Weighted Mean 
Lack of coordinating between 
departments 
38 4.21 
Lack of staff training  38 4.03 
Resistance to change 38 3.92 
Poor communication 38 3.84 
Organisational culture 38 3.82 
Cost and time allocation  38 3.76 
Lack of planning quality  38 3.68 
Inadequate management commitment 38 3.50 
The difficulty of understanding ISO 9001 
requirements 
38 3.42 
Inadequate resources 38 3.37 
The mismatch between company 
objectives and ISO 9001 requirement 
38 3.26 
 
The challenges companies experience in adopting the ISO 9001 standard are in descending 
order from the highest to the lowest, as illustrated in Table 16  above. The top of the list with 
a weighted mean of 4.21 is lack of coordinating between departments, followed by lack of 




were inadequate resources and the mismatch between company objectives and ISO 9001 
requirement at a weighted mean of 3.36 and 3.26 consecutively. 
 
4.5 Validation of data 
According to Cooper and Sandler (2014), validity is the degree to which the study questions 
assess what we wish to measure while dependability alludes to the precision and exactness 
of a measuring method. For this study, the content and face validity were used. As it is 
indicated in chapter three, that content validity isn't measured statistically this is reliant on the 
professionals' judgement in the specified field.  
 
In this study the cement expert were given the questionnaire to measure the intended concept, 
and deemed the study substantial thus the research instrument was used to obtain results. 
The survey questions do provide solutions to the research questions, therefore it measures 
the envisioned concept. The literature review provided some guidelines or conceivable 
solutions to the study questions, but in relation to the South African context the survey is aimed 
at providing a better insight, based on the based on the accumulation of evidence from the 
various literature. 
 
4.6 Reliability of data 
In chapter three, it is shown that the use of Cronbach’s alpha is the most common internal 
consistency degree or apparatus used, this measure varies from zero to one where, zero 
indicates no relationship between the items on a given scale and where a score of one shows 
absolute internal consistency. The Cronbach’s alpha of greater that 0.7 is considered 
acceptable as well as satisfactory (Cooper and Schindler, 2014) 
 
The study questions were analyzed on SPSS to reflect or demonstrate the Cronbach’s alpha 
per address. The survey results were sent out to SPSS and examined for unwavering quality. 
The literature recommends that Cronbach’s alpha of 0.7 and above is acceptable reliability for 
each scale and this study is above 0.90, and it is regarded as giving an excellent internal 
consistency. The tables below demonstrate the alpha values obtained for the study and since 
the alpha is greater than 0.7, the study is a reliable study. Alluded to Appendix C for an outline 
of the data as per SPSS. Table 17 shows the Cronbach’s alpha for the reasons of ISO 9001 







Table 17: Table of reliability statistics for the reasons of ISO 9001:2015 adoption  
 
Reliability Statistical 
Cronbach's Alpha Cronbach's Alpha Based on 
Standardized Items 
N of Items 
0.954 0.955 13 
 
Table 18: Table of reliability statistics for the challenges in the ISO 9001:2015 adoption   
 
Reliability Statistical 
Cronbach's Alpha Cronbach's Alpha Based on 
Standardized Items 
N of Items 
0.908 0.909 11 
 
 
4.7 Chapter summary 
This section gives an outline of the responses from the study.  A sum of 38 responses was 
obtained over a five-week span, which represents a 37% response. The questionnaire had 
three segments that comprised a total of 28 questions to be answered in approximately 5 
minutes. The online Survey Monkey tool was utilised to collect responses. 
The selected participants were in management positions working within the cement industry. 
Tests for the quality of the information for validity and reliability showed that the study is valid 
as well as trustworthy. The next chapter includes the discussion of the results, the findings 




CHAPTER 5: DISCUSSION AND CONCLUSION 
5.1 Introduction and Summary of the research 
A summary of the findings, conclusions, and recommendations grounded on the information 
analysed in the previous chapter are presented in this chapter. Business looks into quality 
initiatives, given that quality management adoption is intended to enhance business 
performance and competitiveness. 
The study was intended at looking at factors influencing the reasons why companies buy into 
ISO 9001 implementation as well as the challenges encountered during the ISO 9001 
adoption. The literature has drawn attention to an array of factors impacting cement business 
extending from high consumer appeals to supply management contests. In this study a 
quantitative approach was adopted, making use of a questionnaire as a data collection tool. 
The study targeted 102 managers in the cement industry and a 37% response rate was 
received. Statistical Package for the Social Sciences (SPSS) was utilised as a tool for data 
analysis. The Cronbach’s alpha and face validation provided the validity and reliability of the 
study. The subsequent sections cover the discussion and conclusions. 
 
5.2 Discussions  
The study found that 13 factors which are customer satisfaction, management of cultural 
change, attainment of global credit, supplier relations, and overall business performance, 
improvement of the working environment, top management, resource availability, training, 
attitude change, teamwork and employee involvement affected the implementation of the ISO 
9001:2015 QMS in the cement industry in South Africa.  
 
5.2.1 Reasons for the adoption of ISO 9001:2015 QMS 
From a total of 13 identified factors, seven were recognised as the reasons why companies 
buy into the ISO 9001 QMS adoption. The seven were customer satisfaction, management of 
cultural change, attain global credit, supplier relation, and overall business performance and 
improvement of the working environment.  
 
To answer the research question and fulfil the research objectives, the study found that 13 
items that came from the identified factors which are the reasons why businesses buy into the 
ISO 9001:2015 adoptions and these are: to meet customer needs, gain competitive 
advantage, retain existing clients, attract new clients, attain quality accreditation, improve 
business processes, increase efficacies, improve company image, enrich product quality, 
increase the level of trust between management and employees, enhance business 




study identified the following factors, training, resources, statistics, human resources, motives, 
information available and management. According to Ismyrlis and Moschidis (2015), there are 
many elements needed to effectively implement the ISO 9001 QMS within the business. 
 
The findings of this research revealed that there is a consensus on the reasons why 
companies buy into the adoption of the ISO 9001:2015, the respondents agree that the 
organisation implements the standard to improve company image, meet regulatory 
requirements, improve business processes, increase efficacies and enrich product quality. 
According to the findings, the respondents gave the common response to the fact that 
companies adopt ISO 9001 to improve business processes to better manage as well as control 
the processes.  
 
The findings are in agreement with Darnall et al. (2010) who stated that companies contend 
within the global market strains and have to establish and implement a resourceful 
administrations system fitting in the globally recognised framework. A well-managed 
management system makes perfection possible. Bell and Omachomu (2011), stated that 
business adopts ISO 9001 to attract new clients as regular client feedback assists the 
business in improving customer relations and builds trust between the business and the client. 
 
The findings showed that only 55 percent of the respondents agree that increasing the level 
of trust between management and employees is a reason for the adoption of ISO 9001, 
showing that trust is not the consequential reason why companies buy into the standard 
adoption. According to Mone and London (2018), there are definite drivers of employee 
engagement which made available actions necessary for management to create an engaged 
workforce. 
 
5.2.2 The challenges in the adoption of ISO 9001:2015 QMS  
To answer the research question and fulfil the research objectives, from a total of 11 identified 
factors, six were recognised as the challenges in the ISO 9001 QMS adoption. The six were 
top management, resource availability, training, attitude change, employee involvement and 
teamwork.  
The findings showed that the majority of the findings agree that resistance to change, lack of 
coordination between departments and lack of staff training are the biggest challenges in the 
adoption of the standard. Albadran (2014), in his study, has raised that resistance to change 
is the biggest contributing factor when it comes to new systems or a new adventure, the 




The literature highlighted that holding pride in an individual’s effort is important to quality and 
process improvement (Su et al. 2015).  Ninety percent of the respondents agree that a lack of 
coordination between departments is a challenge in the standard implementation. ISO 9001 
implementation requires collaboration and support from all departments in the organisation 
(Tari et al. 2012). A mutual obligation to enhance the quality of work must be embedded in 
everyone within the organisation. 
 
The majority of the respondents agree that the lack of training of staff is a challenge in the 
implementation of ISO 9001QMS. According to Albadran (2014), if people are not involved in 
training there will be a disjoint in the understanding of the business objectives, due to a lack 
of consciousness. IIango and Shankar (2017), stated that quality is an ethos that should be 
lived, as it has been described by many researchers as not a philosophy of science. It has 
been presented that the quality of mindfulness increases the sureness in the businesses 
quality management system.  
 
In comparison with other studies, the findings from this study are common factors identified in 
the literature review as factors that influence the implementation of the ISO 9001 QMS.  
 
5.3 Limitation of the study  
The investigation only concentrated on the influencing factors of the 9001: 2015 QMS in the 
cement industry. The limitations of implementation of the ISO in this study were that there was 
not much-published data in South Africa on the topic and the bulk of the available literature 
was from other countries like America, Europe and Asia. The investigation was brought into 
being on the viewpoints of only the management level in the cement industry, the researcher 
does not claim that it can be generalized to other segments.  
 
5.4 Conclusion  
The cement industry in South Africa is the backbone for economic activity and has a significant 
impact on the country's economy and social advancement. It has been pointed out that the 
matters of quality are quickly gaining the public interest bearing in mind the importance of the 
cement industry in South Africa and alongside its precipitous growth. (Keng & Kamil, 2016) 
Amid the communal concerns argued are: a mediocre quality of materials used for 
construction, delays, environmental impact issues, and leadership issues and above what is 




The world is changing, competition between businesses is growing and the importance of 
quality systems for institutional excellence has become increasingly significant, the reason 
being that it guarantees reliable products or services. More and more companies want to be 
on the forefront and have a competitive advantage. This study was conducted in the South 
African cement industry. The research strategy used for this study is a survey method, a 
quantitative approach was adopted, making use of a questionnaire as the data collection tool.  
Numerous aspects can influence the employment of the quality management system. These 
factors can either contribute to the progress or growth of the business to adopt the standard 
or dissuade the whole process.  
The findings in this study showed that the factors that influenced the reasons why businesses 
buy into the adoption of ISO 9001:2015 were in following order of importance from the 
weighted averages as improving company image being the top of the list, followed by enriched 
product quality, increased efficiencies, improving business processes and meeting regulatory 
criteria; the last two being to attract new clients and to increase the level of trust between 
management and employee. 
The findings show that improving business processes and meeting regulatory criteria are the 
reasons why businesses adopt the ISO 9001:2015 as these factors are crucial in attracting 
new clients and to increase the level of trust between management and employee. This finding 
means that companies understand that the involvement of all employees in business decision-
making will result in advanced resourcefulness, but is not the reason why businesses buy into 
the ISO 9001 adoption, and also the respondents understand that business exists because of 
customers (Fening, 2012). Hence, it was important to measure customer satisfaction as a 
factor influencing the adoption of ISO 9001 but clearly attracting new clients is not regarded 
as the reason why businesses implement the ISO 9001. 
 
From the identified challenges in the implementation of the ISO 9001:2015 QMS, in the order 
of importance, the lack of coordination between departments is the highest in the list of 
identified challenges, followed by lack of training. The investigator concludes that for 
successful employment of the standard, management needs to establish the level of 
competence as well as experience, and requirements of training and education. 
 
Many respondents felt that certain difficulties in implementing quality stem from the lack of 
knowledge of the ISO standards. Summing up, nowadays there is an understanding that 




commitment to quality is the only way for any business to keep up. Cement business must 
endeavour to implement QMS into their everyday activities to attain a competitive advantage 
in the market, augmented efficiency, enhanced productivity, uniformity of products as well as 
services, and an enhanced quality of products or services. 
 
5.5 Recommendations for future work  
Further work may be conducted on analysing the factors for the enduring efficacy of the 
standard. A supplementary study could be to look at each factor and its equivalent 
employment in the long term, which will give managers a valuable guide to aspects that should 
be given precedence.  
In ensuring the prosperous implementation of ISO 9001:2015 the identified factors as the 
reasons why businesses buy into the standard is of importance,  because  improvement of the  
company image is at the top of the list, followed by enriching product quality, increase 
efficacies, improve business processes and to meet regulatory requirements which are all at 
the same weighted average. Further research should be to delve into determining the levels 
of each factor.  
Given the sample quantity and the precise method of putting the identified factors in order of 
importance (using SPSS), findings of this research can be considered impartially 
representative for the cement industry. Nevertheless, the impending investigation has to 
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